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T h e s i s  s u b m i t t e d  i n  f u l f i l l m e n t  o f  t h e  d e g r e e  o f  D o c t o r  o f  P h i l o s o p h y
D e p a r t m e n t  o f  P s y c h o l o g y  
U n i v e r s i t y  o f  S u r r e y  
M a y  1 9 9 0
A B S T R A C T
T h i s  s t u d y  e x a m i n e s  t h r e e  a s p e c t s  o f  c o n v e r s a t i o n a l  m a n a g e m e n t  i n  
e m e r g e n c y  ( 9 9 9 )  t e l e p h o n e  c a l l s  m a d e  t o  t h e  f i r e  b r i g a d e :  t u r n - t a k i n g ,  t h e  u s e  
o f  s p e e c h  a c t s  a n d  t h e  t r a n s m i s s i o n  o f  i n f o r m a t i o n .  E x a m i n a t i o n  o f  t h e  1 6  
l o n g e s t  c a l l s  i n  t h e  c o r p u s  s h o w e d  t w o  p r o b l e m  t y p e s ,  s i t u a t i o n  s p e c i f i c  a n d  
i n f o r m a t i o n  t r a n s f e r .  T h e  o c c u r r e n c e  o f  s i t u a t i o n  s p e c i f i c  p r o b l e m s  w a s  
l i n k e d  t o  l o n g e r  c a l l s .  T u r n - m a n a g e m e n t  b e h a v i o u r  w a s  s t u d i e d  i n  1 4 6  c a l l s  .  
B o t h  o p e r a t o r s  a n d  c a l l e r s  i n t e r r u p t e d  m o r e  w h e n  t h e  c a l l e r  w a s  a  w o m a n .  
N o  d i f f e r e n c e  w a s  f o u n d  i n  t h e  d i s t r i b u t i o n  o f  s p e e c h  a c r o s s  r o l e  o r  s e x .  
O p e r a t o r s  u s e d  s i g n i f i c a n t l y  m o r e  a s s e n t  w o r d s  t h a n  c a l l e r s .  S p e e c h  a c t  
m a n a g e m e n t  w a s  e x a m i n e d  i n  9 1  c a l l s ,  u s i n g  C o n v e r s a t i o n a l  E x c h a n g e  
A n a l y s i s  ( T h o m a s ,  B u l l  a n d  R o g e r ,  1 9 8 2 ) .  O p e r a t o r s  a n d  c a l l e r s  u s e d  d i f f e r e n t  
r e p e r t o i r e s  o f  s p e e c h  a c t s .  T h e  o p e r a t o r  a l s o  u s e d  a c t s  w h i c h  l e a d  t o  
p r e d i c t a b l e  r e s p o n s e s  f r o m  t h e  c a l l e r .  T h e  q u e s t i o n s  a s k e d  b y  t h e  o p e r a t o r  i n  
9 2  c a l l s  w e r e  c a t e g o r i s e d  b y  t h e  t y p e  o f  i n f o r m a t i o n  r e q u e s t e d  a n d  t h e  
s e q u e n c e  o f  q u e s t i o n s  w a s  a n a l y s e d  t o  d e t e r m i n e  w h e t h e r  t h e  o p e r a t o r s  u s e d  
R e q u e s t s  t o  s t r u c t u r e  t h e  c a l l .  T h e  m a j o r i t y  o f  p r o b a b l e  t r a n s i t i o n s  w e r e  
b e t w e e n  r e p e a t e d  i n s t a n c e s  o f  t h e  s a m e  q u e s t i o n .  T h e  s e q u e n c e  o f  q u e s t i o n s  
c o u l d  b e  p r e d i c t e d  o n l y  a t  t h e  b e g i n n i n g  a n d  e n d  o f  t h e  c a l l .  I n f o r m a t i o n  
t r a n s f e r  w a s  s t u d i e d  u s i n g  t h r e e  m e a s u r e s  i n  7 2  c a l l s :  m e t h o d  o f  i n f o r m a t i o n  
t r a n s f e r ,  l a p s e s  b e t w e e n  t h e  p a r t s  o f  t r a n s f e r  s e q u e n c e s  a n d  e r r o r s  i n  t r a n s f e r .  
D i f f e r e n t  i t e m s  o f  i n f o r m a t i o n  w e r e  d i f f e r e d  o n  a l l  t h r e e  m e a s u r e s .  F i n a l l y ,  
t u r n  a n d  s p e e c h  a c t  m a n a g e m e n t  w e r e  e x a m i n e d  t o g e t h e r ,  i n  8 9  c a l l s ,  u s i n g  
F a c e t  T h e o r y  ( G r a t c h ,  1 9 7 3 )  a n d  m u l t i d i m e n s i o n a l  a n a l y s i s .  T w o  f a c e t s  
e m e r g e d ,  t a s k  a n d  d e g r e e  o f  i n t e r v e n t i o n i s m .  T h e  c o n c l u s i o n  o f  t h e  s t u d y  i s  
t h a t  c o n v e r s a t i o n  m a n a g e m e n t  w i t h i n  t h e s e  c a l l s  i s  s t r o n g l y  i n f l u e n c e d  b y  
t h e  i n t e r a c t i o n  s i t u a t i o n .
A C K N O W L E D G E M E N T S
I  w o u l d  l i k e  t o  t h a n k  a  n u m b e r  o f  p e o p l e  f o r  t h e i r  h e l p  i n  t h e  p r e p a r a t i o n  o f  
t h i s  t h e s i s ,  i n  p a r t i c u l a r  D a v i d  C a n t e r  f o r  b e i n g  a  c h a l l e n g i n g  a n d  p a t i e n t  
s u p e r v i s o r ;  G e o f f r e y  B e a t t i e ,  a t  t h e  U n i v e r s i t y  o f  S h e f f i e l d ,  f o r  i n t r o d u c i n g  
m e  t o  t h e  s t u d y  o f  n a t u r a l l y  o c c u r r i n g  c o n v e r s a t i o n s  a n d  t e a c h i n g  m e  
t r a n s c r i p t i o n  t e c h n i q u e s ;  T h e  L o n d o n  M e t r o p o l i t a n  F i r e  B r i g a d e  f o r  a l l o w i n g  
m e  a c c e s s  t o  t h e i r  c o n t r o l  r o o m  a t  C r o y d o n  a n d  f o r  t h e i r  h e l p  i n  p r o d u c i n g  
t h e  t a p e s ;  S e a n  H a m m o n d ,  a t  t h e  U n i v e r s i t y  o f  S u r r e y ,  f o r  w r i t i n g  p r o g r a m s  
t o  a n a l y s e  t h e  d a t a  a n d  t h e  S E R C  f o r  s u p p o r t i n g  t h e  w o r k  w i t h  a n  a w a r d .
A n n e  C o v e n e y  a n d  K a t h e r i n e  R e e s  p r o o f - r e a d  t h e  d o c u m e n t  a n d  p r o v i d e d  
c o m m e n t s  a n d  s u p p o r t .  I  w o u l d  a l s o  l i k e  t o  t h a n k  F r o s t  I n t e r n a t i o n a l  a n d  
S a n d p i p e r  I n t e r n a t i o n a l  L t d .  f o r  t h e  u s e  o f  t h e i r  f a c i l i t i e s .
F i n a l l y ,  I  w o u l d  l i k e  t o  t h a n k  c o l l e a g u e s ,  f r i e n d s  a n d ,  o f  c o u r s e ,  m y  f a m i l y ,  f o r  
p r o v i d i n g  e n c o u r a g e m e n t  a n d  s u p p o r t .
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Chapter 1
T h i s  s t u d y  s e t s  o u t  t o  e x a m i n e  a s p e c t s  o f  c o n v e r s a t i o n a l  m a n a g e m e n t  i n  
e m e r g e n c y  ( 9 9 9 )  t e l e p h o n e  c a l l s  t o  t h e  f i r e  b r i g a d e .
9 9 9  c a l l s  a r e  i n t e r e s t i n g  b e c a u s e ,  w h i l e  t h e y  a r e  s i m i l a r  t o  o t h e r  t e l e p h o n e  
c a l l s  i n  m a n y  r e s p e c t s ,  t h e y  h a v e  s o m e  u n u s u a l  f e a t u r e s .  L i k e  a l l  t e l e p h o n e  
c a l l s  t h e r e  i s  n o  v i s u a l  l i n k  b e t w e e n  i n t e r a c t a n t s .  L i k e  m a n y  c a l l s  t h e y  t a k e  
p l a c e  b e t w e e n  s t r a n g e r s ,  a n d  t h e y  a r e  f o c u s e d  o n  a  t a s k .  U n l i k e  t h e  m a j o r i t y  
o f  t e l e p h o n e  c a l l s  t h e y  t a k e  p l a c e  u n d e r  r e a l  t i m e  c o n s t r a i n t s .
B e c a u s e  t h e  9 9 9  t e l e p h o n e  l i n e  i s  t h e  m a i n  l i n k  b e t w e e n  t h e  p u b l i c  a n d  t h e  
e m e r g e n c y  s e r v i c e s ,  i n  t h e  m o s t  e x t r e m e  c a s e s  t h e  p r o m p t  a t t e n d a n c e  o f  t h e  
f i r e  b r i g a d e  a t  a n  i n c i d e n t ,  a n d  u l t i m a t e l y  h u m a n  l i f e ,  m a y  d e p e n d  o n  t h e  
e f f i c i e n c y  w i t h  w h i c h  t h e s e  c a l l s  a r e  c o m p l e t e d .  B u t  w h i l e  n o t  a l l  f i r e s  a r e  l i f e  
t h r e a t e n i n g  a n d  m a n y  a l a r m  c a l l s  a r e  n o t  t o  f i r e s ,  e v e r y  c a l l  r e c e i v e d  a t  a  f i r e  
b r i g a d e  c o n t r o l  r o o m  c o u l d  b e  a  r e p o r t  o f  a  s e r i o u s  i n c i d e n t  a n d  m u s t  b e  
a p p r o a c h e d  i n  t h i s  l i g h t .  I n  t h e s e  c i r c u m s t a n c e s  d e l a y s  o r  m i s u n d e r s t a n d i n g  
c o u l d  c o n t r i b u t e  t o  d i s a s t e r .
T h e  i m p o r t a n c e  o f  e f f i c i e n c y  i n  t h e s e  c a l l s  w o u l d  s u g g e s t  a  n e e d  f o r  t h e  
i n t e r a c t i o n  t o  b e  m a n a g e d  s o  t h a t  t h e  o p e r a t o r  c a n  g l e a n  t h e  n e c e s s a r y  
i n f o r m a t i o n  i n  t h e  s h o r t e s t  t i m e  p o s s i b l e .  I t  i s  p r o p o s e d  t h a t  t h i s  
c o n v e r s a t i o n a l  m a n a g e m e n t  g r o w s  o u t  o f  t h e  p u r p o s e  o f  t h e  i n t e r a c t i o n  w i t h  
t h e  t w o  p a r t i c i p a n t s  a c t i n g  a s  t h e y  d o  t o  a c h i e v e  t h e i r  o b j e c t i v e ,  t h a t  i s ,  f o r m  
f o l l o w s  f u n c t i o n .
T h r e e  a s p e c t s  o f  c o n v e r s a t i o n  m a n a g e m e n t  w i l l  b e  s t u d i e d : -
i  T u r n  m a n a g e m e n t ,  t h e  o r g a n i s a t i o n  o f  w h o  s p e a k s  w h e n  a n d  f o r  h o w  
l o n g .
i i  A c t i o n  m a n a g e m e n t ,  h o w  t h e  p a r t i c i p a n t s  u s e  s p e e c h  a s  a c t i o n ,  a n d
i i i  t o p i c  o r  i n f o r m a t i o n  m a n a g e m e n t ,  h o w  t h e  p a r t i c i p a n t s  d e a l  w i t h  
d i f f e r e n t  t o p i c s  i n  t h e  c o n v e r s a t i o n .
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A p a r t  f r o m  t h e i r  s e n s e  o f  u r g e n c y  a n d  p o t e n t i a l  d a n g e r ,  t h e s e  c a l l s  a r e  l i k e  
m a n y  o t h e r  t e l e p h o n e  c a l l s  a n d  i n  p a r t i c u l a r  a  t y p e  o f  c a l l  b e c o m i n g  p o p u l a r .  
T h i s  i s  t h e  t y p e  o f  c a l l  w h i c h  i n v o l v e s  a  m e m b e r  o f  t h e  p u b l i c  a n d  a  
p r o f e s s i o n a l .  T h e  p u b l i c  a r e  b e i n g  e n c o u r a g e d  t o  u s e  t h e  t e l e p h o n e  i n  
c i r c u m s t a n c e s  w h e r e  p e r s o n a l  c o n t a c t  o r  t h e  p o s t  w o u l d  h a v e  b e e n  u s e d  i n  
t h e  p a s t .  E x a m p l e s  o f  t h i s  c h a n g e  a r e  i n  t h e  u s e  o f  t h e  t e l e p h o n e  t o  o r d e r  
g o o d s  a n d  s e r v i c e s  a n d  t h e  u s e  o f  f a u l t  l i n e s  o r  ' h o t  l i n e s ’ ,  p a r t i c u l a r l y  w i t h  
c o m p u t e r  s o f t w a r e .
T h e r e f o r e ,  w h i l e  t h e  u s e  o f  t h e  t e l e p h o n e  i s  i n c r e a s i n g  r a p i d l y  ( R u t t e r ,  1 9 8 7 )  
o f  m o r e  i n t e r e s t  i s  t h e  i n c r e a s i n g  n u m b e r  o f  w a y s  t h e  t e l e p h o n e  c a n  b e  u s e d .  
T e c h n o l o g i c a l  d e v e l o p m e n t  h a s  l e d  t o  t e l e c o m m u n i c a t i o n s  s y s t e m s  m o r e  
c o m p l e x  t h a n  t h e  u s u a l  o n e - t o - o n e  t e l e p h o n e  l i n k  b e i n g  d e v e l o p e d ,  f o r  
e x a m p l e  c o n f e r e n c e  l i n k s  a n d  v i d e o  l i n k s  ( R u t t e r ,  1 9 8 9 ) .  T h e  u s e  o f  t h i s  n e w  
t e c h n o l o g y  i s  s t i l l  q u i t e  r a r e  h o w e v e r .  F o r  o r d i n a r y  u s e r s  t h e  i m p a c t  o f  n e w  
t e c h n o l o g y  h a s  b e e n  i n  t h e  i n c r e a s e s  i n  t h e  w a y s  t h a t  n o r m a l  t e l e p h o n e  l i n e s  
c a n  b e  u s e d .  T h i s  t e c h n o l o g y  m a y  h a v e  l i t t l e  o r  n o t h i n g  t o  d o  w i t h  t e l e ­
c o m m u n i c a t i o n s .  W h e r e  c o m p u t e r s  a r e  u s e d  t o  s t o r e  a n d  t o  a c c e s s  
i n f o r m a t i o n  q u i c k l y  e n q u i r i e s  c a n  b e  d e a l t  w i t h  i n  t h e  s h o r t  t i m e  p e r i o d  o f  a  
t e l e p h o n e  c a l l .  A s  m o r e  a n d  m o r e  i n f o r m a t i o n  i s  h e l d  o n  c o m p u t e r i s e d  
d a t a b a s e s  r a p i d  a c c e s s  t o  a l l  k i n d s  o f  m u n d a n e  i n f o r m a t i o n  w i l l  b e  p o s s i b l e  
o v e r  t h e  t e l e p h o n e .  T h e r e f o r e  t h e  t e l e p h o n e  c a n  b e  u s e d  i n s t e a d  o f  a  l e t t e r .
A  s i m p l e  e x a m p l e  o f  t h e  c h a n g e  b r o u g h t  a b o u t  b y  t h e  u s e  o f  c o m p u t e r i s e d  
d a t a b a s e s  i s  t h e  c h a n g e  i n  p r o c e d u r e s  u s e d  i n  d i r e c t o r y  e n q u i r y  c a l l s .  I n  t h e  
p a s t  t h e  o p e r a t o r  a s k e d  f i r s t  f o r  t h e  t o w n ,  t h e n  t h e  n a m e .  T h i s  w a s  n o n -  
i n t u i t i v e  f o r  t h e  c a l l e r  w h o  w a n t e d  a  p e r s o n ' s  t e l e p h o n e  n u m b e r ,  n o t  t h a t  o f  
a  t o w n .  N o w  t h a t  t h e  s y s t e m  u s e s  c o m p u t e r s  t h e  o p e r a t o r  c a n  a s k  t h e  m o r e  
o b v i o u s  q u e s t i o n ,  t h e  n a m e ,  f i r s t .
C o m p a n i e s  a n d  c h a r i t i e s  a l s o  m a k e  u s e  o f  t h e  n e w  t e c h n o l o g y  o f  p l a s t i c  
m o n e y  t o  a l l o w  p e o p l e  t o  p a y  o r  d o n a t e  b y  t e l e p h o n e .  I n d e e d ,  f i n a n c i a l  
s e r v i c e s  a r e  n o w  r e c o g n i s i n g  t h e  c o n v e n i e n c e  o f  t h e  t e l e p h o n e ,  m o s t
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n o t i c e a b l y  w i t h  t h e  l a u n c h  i n  1 9 8 9  o f  F i r s t  D i r e c t ,  a  b a n k i n g  s e r v i c e s  b a s e d  
p r i m a r i l y  o n  t h e  u s e  o f  t h e  t e l e p h o n e .
A  c o m b i n a t i o n  o f  c o m p u t e r s  a n d  c r e d i t  c a r d s  a l l o w s  A m e r i c a n  s h o p p e r s  t o  
o r d e r  g o o d s  o v e r  t h e  t e l e p h o n e  b y  s i m p l y  u s i n g  t h e  d i a l i n g  p a d  a s  a  
m i n i a t u r e  k e y b o a r d .  T h i s  s y s t e m  i s  a l s o  u s e d  b y  a t  l e a s t  o n e  c o m p a n y  
( M i c r o s o f t )  t o  a l l o w  c a l l e r s  t o  r o u t e  t h e m s e l v e s  t o  t h e  s e r v i c e  t h e y  r e q u i r e ,  
r a t h e r  t h a n  u s i n g  a  s w i t c h b o a r d .
T h i s  c o m b i n a t i o n  o f  n e w  t e c h n o l o g i e s  h a s  b r o a d e n e d  t h e  r a n g e  o f  t h e  t y p e s  o f  
c a l l  o r d i n a r y  u s e r s  m a y  m a k e .  J o n e s  a n d  G e r a r d  ( 1 9 6 7 )  d e s c r i b e  f o u r  t y p e s  o f  
s o c i a l  i n t e r a c t i o n  c o n t i n g e n c i e s  d i f f e r e n t i a t e d  b y  w h i c h  m o v e s  i n  t h e  
c o n v e r s a t i o n  i n t e r a c t a n t s  r e a c t  t o .  I n  p s e u d o - c o n t i n g e n c y  t h e  i n t e r a c t a n t s  d o  
n o t  r e a c t  t o  e a c h  o t h e r ,  e x c e p t  t h a t  t h e y  t i m e  t h e i r  u t t e r a n c e s  t o  i n t e r l e a v e .
A n  e x a m p l e  o f  t h i s  t y p e  o f  c o n t i n g e n c y  w o u l d  b e  a  p l a y .  A s y m m e t r i c a l  
c o n t i n g e n c y  d e s c r i b e s  t h e  s i t u a t i o n  w h e r e  o n e  p a r t y  h a s  a  p l a n  w h i c h  s / h e  
f o l l o w s  w i t h o u t  r e a c t i n g  t o  h i s  p a r t n e r .  T h e  p a r t n e r  r e a c t s  t o  e a c h  m o v e  
m a d e  b y  t h e  p e r s o n  w i t h  a  p l a n .  T h e  c a s e  w h e r e  e a c h  p a r t y  r e a c t s  t o  t h e  l a s t  
m o v e  o f  t h e  o t h e r  i s  t e r m e d  r e a c t i v e  c o n t i n g e n c y .  T h i s  w o u l d  d e s c r i b e  
r a m b l i n g  c o n v e r s a t i o n  a s  i t  t a k e s  n o  a c c o u n t  o f  t h e  h i s t o r y  o f  t h e  
c o n v e r s a t i o n .  F i n a l l y ,  i n  m u t u a l  c o n t i n g e n c y  e a c h  p a r t y  h a s  a  p l a n  w h i c h  
t h e y  f o l l o w  w h i l e  a l s o  r e a c t i n g  t o  t h e i r  p a r t n e r .  I n  t h i s  c a s e  t h e r e  i s  b o t h  
c o o p e r a t i o n ,  i n  t h e  r e a c t i o n ,  a n d  c o m p e t i t i o n  a s  e a c h  p e r s o n  h a s  h i s  o w n  
g o a l .
T h i s  c l a s s i f i c a t i o n  c a n  a l s o  b e  a p p l i e d  t o  t e l e p h o n e  c a l l s .  H o w e v e r ,  t h e r e  a r e  
a l s o  t e l e p h o n e  c a l l s  w h e r e  n o  i n t e r a c t i o n  t a k e s  p l a c e .  T h e  b e s t  k n o w n  
e x a m p l e  o f  t h i s  t y p e  o f  c a l l  i n  t h e  p a s t  w a s  t h e  s p e a k i n g  c l o c k .  N o w ,  a n  
i n c r e a s i n g  n u m b e r  o f  s e r v i c e s  o f f e r  ’ p a y  a n d  l i s t e n '  t e l e p h o n e  l i n k s .  B e c a u s e  
o f  t h e  n e w  v a r i e t i e s  o f  t e l e p h o n e  c a l l ,  i t  i s  u s e f u l  t o  b r e a k  t h e s e  c a l l s  d o w n  
f i r s t  a c c o r d i n g  t o  w h e t h e r  a n y  i n t e r a c t i o n  t a k e s  p l a c e .
T e l e p h o n e  c a l l s  c a n  b e  b r o k e n  d o w n  i n t o  t h o s e  t h a t  a r e  o n e - s i d e d  n o n ­
i n t e r a c t i v e ,  t w o - s i d e d  n o n - i n t e r a c t i v e  a n d  t w o - s i d e d  i n t e r a c t i v e .  O n e - s i d e d
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n o n - i n t e r a c t i v e  c a l l s  i n c l u d e  t h o s e  t o  p h o n e - i n  s e r v i c e s  w h e r e  t h e  c a l l e r  c a n  
l i s t e n  t o  a  t a p e d  v o i c e .  T h e s e  c a n  r a n g e  f r o m  t h e  s p e a k i n g  c l o c k  t h r o u g h  
h o r o s c o p e s  t o  a d v i c e  o n  s e x u a l  p r o b l e m s .  I n  t h e s e  c a s e s  t h e  t e l e p h o n e  
o p e r a t e s  r a t h e r  l i k e  a n  e x p e n s i v e  p r o g r a m m a b l e  r a d i o .  T h e  c a l l e r  c a n n o t  
i n t e r a c t  i n  a n y  w a y ,  n e i t h e r  b y  s p e a k i n g  n o r  b y  c h a n g i n g  t h e  c o u r s e  o f  t h e  
m e s s a g e .
I n  t w o - s i d e d  n o n - i n t e r a c t i v e  c a l l s  t h e  c a l l e r  m a y  h a v e  s o m e  i n p u t  b y  
s p e a k i n g ,  b u t  t h e  c o u r s e  o f  t h e  c a l l  i s  p r e d e t e r m i n e d  a n d  c a n n o t  b e  a l t e r e d .  
T h i s  w o u l d  b e  a n  e x t r e m e  c a s e  o f  a s y m m e t r i c  c o n t i n g e n c y .  E x a m p l e s  o f  t h i s  
t y p e  o f  c a l l  a r e  c o m p e t i t i o n s  w h e r e  t h e  c a l l e r  c h o s e s  t h e  c o r r e c t  a n s w e r  t o  a  
q u e s t i o n  b y  s a y i n g  a  p r e d e t e r m i n e d  w o r d  a f t e r  t h e  c h o s e n  a n s w e r s .
C o m p u t e r  A i d e d  T e l e p h o n e  i n t e r v i e w i n g  s y s t e m s  h a v e  b e e n  d e v e l o p e d  
w h i c h  u s e  t h e  s a m e  s y s t e m ,  w h i l e  s o m e  c a n  r e c o r d  a n s w e r s  t o  o p e n - e n d e d  
q u e s t i o n s  ( f o r  e x a m p l e ,  b y  C o n t i n e n t a l  R e s e a r c h ) .  W h i l e  s o m e  s y s t e m s  u s e  
b r a n c h i n g  r o u t i n e s  d e p e n d a n t  o n  t h e  r e s p o n s e s  r e c e i v e d  f r o m  t h e  c a l l e r ,  t h e  
p o s s i b l e  b r a n c h i n g  r o u t e s  a r e  s e t  u p  b e f o r e  h a n d .  T h e r e f o r e ,  a l t h o u g h  t h e  
c a l l e r  d o e s  i n f l u e n c e  t h e  c o u r s e  o f  t h e  c a l l  t h i s  i s  o n l y  i n  a  l i m i t e d ,  p r e ­
d e t e r m i n e d  w a y ,  t h e  c o u r s e  o f  t h e  c a l l  i s  n o t  j o i n t l y  c o n s t r u c t e d .
O n e  w e l l  k n o w n  e x a m p l e  o f  a  t w o - s i d e d  n o n - i n t e r a c t i v e  t e l e p h o n e  c a l l  i s  
p r o v i d e d  b y  t h e  a n s w e r i n g  m a c h i n e .  H e r e  t h e  i n t e r a c t i o n  h a s  a  v e r y  s i m p l e  
s t r u c t u r e ;  o w n e r ' s  m e s s a g e  -  c a l l e r ' s  m e s s a g e .  T h e  c a l l e r ' s  o n l y  i n p u t  t o  t h i s  
s t r u c t u r e  i s  h i s  d e c i s i o n  t o  l e a v e  a  m e s s a g e  o r  n o t .
F o r  a l l  o f  t h e s e  t y p e s  o f  c a l l  t h e  p u r p o s e  o f  t h e  i n t e r a c t i o n  i s  d e f i n e d  a t  t h e  
o u t s e t  a n d  i n t e r a c t i o n  i s  s t r i c t l y  l i m i t e d  t o  t h a t  p u r p o s e .  W i t h  t w o - s i d e d  
i n t e r a c t i v e  c a l l s  t h e  d e f i n i t i o n  o f  t h e  c a l l ' s  p u r p o s e  a n d  t h e  e x t e n t  t o  w h i c h  
t h e  c a l l  i s  f o c u s e d  o n  t h a t  p u r p o s e  c a n  v a r y .  A t  o n e  e x t r e m e  a r e  c a l l s  t o  
b o o k i n g  s e r v i c e s  f o r  e x a m p l e .  H e r e  t h e  p u r p o s e  o f  t h e  c a l l  i s  q u i t e  s i m p l e  a n d  
d e c i d e d  i n  a d v a n c e .  T h e  p a r t i e s  d o  n o t  e x p e c t  a n y  s o c i a l  i n t e r a c t i o n  a l t h o u g h  
s o m e  m a y  o c c u r .  T h e  c o n v e r s a t i o n a l  s t r u c t u r e  c a n  t h e r e f o r e  b e  s i m p l e  a n d  
r e v o l v e  a r o u n d  t h e  t a s k .  T h e s e  w o u l d  b e  a s y m m e t r i c a l l y  c o n t i n g e n t .  A t  t h e  
o t h e r  e x t r e m e  a r e  s o c i a l  c a l l s .  T h e s e  m a y  h a v e  a  v a g u e  p u r p o s e ,  o r  t h e r e  m a y
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b e  a  p a r t i c u l a r  t a s k  t o  b e  p e r f o r m e d ,  f o r  e x a m p l e  m a k i n g  a r r a n g e m e n t s  t o  
m e e t .  I n  m o s t  c a s e s ,  h o w e v e r ,  t h e  i n t e r a c t a n t s  w o u l d  b e  s u r p r i s e d  i f  t h e  
c o n v e r s a t i o n  w e r e  l i m i t e d  t o  t h e  e f f i c i e n t  d e s p a t c h  o f  t h a t  t a s k .  T h e s e  c a l l s  
m a y  h a v e  a  l o o s e  c o n v e r s a t i o n a l  s t r u c t u r e ,  w i t h  t o p i c s  b e i n g  i n t r o d u c e d  i n  
r e a c t i o n  t o  t h e  f l o w  o f  t h e  t a l k  a n d  n o t  b e c a u s e  o f  a  p r e d e t e r m i n e d  p l a n .
T h e s e  s o c i a l  i n t e r a c t i o n s  m a y  v a r y  b e t w e e n  r e a c t i v e  c o n t i n g e n c y  a n d  m u t u a l  
c o n t i n g e n c y .  I n t e r a c t i o n  b a s e d  o n  r e a c t i v e  c o n t i n g e n c y  w o u l d  b e  m o s t  
d i s s i m i l a r  t o  t a s k  o r i e n t e d  c a l l s  a s  n o  t a s k  c a n  b e  a c c o m p l i s h e d  i f  n e i t h e r  p a r t y  
h a s  a  p l a n .
B e t w e e n  t h e s e  t w o  e x t r e m e s  o f  a s s y m e t r i c a l l y  c o n t i n g e n t  a n d  r e a c t i v e l y  
c o n t i n g e n t  i n t e r a c t i o n  a r e  m a n y  t y p e s  o f  t a s k  r e l a t e d  c a l l .  I n  t h e s e  
c o n v e r s a t i o n s  t h e  t e l e p h o n e  i s  u s e d  b o t h  f o r  t h e  t r a n s m i s s i o n  o f  i n f o r m a t i o n  
a n d  f o r  s o c i a l  c o n t a c t  a n d  t h e  b a l a n c e  b e t w e e n  t h e s e  t w o  f u n c t i o n s  c a n  v a r y  
d e p e n d i n g  o n  t h e  r e l a t i o n s h i p  b e t w e e n  t h e  p a r t i c i p a n t s ,  t h e  p u r p o s e  o f  t h e  
c a l l  a n d  o n  t i m e  c o n s t r a i n t s .
I t  i s  a p p a r e n t  t h a t  f r o m  o n e - s i d e d  n o n - i n t e r a c t i v e  t o  t w o - s i d e d  i n t e r a c t i v e  
c a l l s  t h e  c o m p l e x i t y  o f  t h e  c o n v e r s a t i o n a l  s t r u c t u r e  i n c r e a s e s  a n d  
p r e d i c t a b i l i t y  d e c r e a s e s .  T h e  d i s t r i b u t i o n  o f  c o n t r o l  o v e r  t h e  c o n v e r s a t i o n  
a l s o  b e c o m e s  m o r e  e q u a l l y  d i s t r i b u t e d .
B o t h  c o m p u t e r  a s s i s t e d  c o n v e r s a t i o n s  a n d  t i m e  c o n s t r a i n e d  c o n v e r s a t i o n s  
n e e d  c o n t r o l  t o  b e  e f f i c i e n t .  N o t  c o n t r o l  i n  t h e  s e n s e  o f  d o m i n a n c e  b u t  i n  t h e  
s e n s e  t h a t  t h e y  n e e d  t o  b e  g u i d e d  o r  s t e e r e d .  W h i l e  p u r e l y  s o c i a l  c a l l s  c a n  
h a v e  a  v e r y  l o o s e  s t r u c t u r e ,  t h e s e  c o n s t r a i n e d  c a l l s  c a n n o t .  E f f i c i e n c y  i s  
i m p o r t a n t  f o r  t w o  v e r y  d i f f e r e n t  r e a s o n s .  F o r  e m e r g e n c y  c a l l s  t h e  e m e r g e n c y  
i t s e l f  p r o d u c e s  t h e  u r g e n c y .  F o r  c o m p u t e r  a i d e d  c a l l s  e f f i c i e n c y  m e a n s  
c o n s t r a i n i n g  t h e  c a l l  t o  a  s i m p l e  s t r u c t u r e  s o  t h a t  t h e  c o m p u t e r  s y s t e m  c a n  
h a n d l e  i t  w i t h i n  i t s  o w n  c o n s t r a i n t s .
I n  t h e  c o n v e r s a t i o n s  o f  i n t e r e s t  h e r e ,  t a s k - o r i e n t e d  c a l l s  b e t w e e n  t h e  p u b l i c  
a n d  p r o f e s s i o n a l s ,  b o t h  p a r t i e s  h a v e  s o m e  c o n t r o l ,  e a c h  c a n  a f f e c t  t h e  
d i r e c t i o n  t h e  c a l l  t a k e s .  H o w e v e r ,  a s  t h e  c a l l s  a r e  t a s k - o r i e n t e d  a n d  a s  t h e
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p r o f e s s i o n a l  i s  e x p e r i e n c e d  a t  t h a t  t a s k ,  i t  i s  t o  b e  e x p e c t e d  t h a t  t h e y  w i l l  t r y  t o  
m a n a g e  t h e  f l o w  o f  t a l k  s o  a s  t o  m a k e  t h a t  t a s k  e a s i e r .
I n  l o o k i n g  a t  h o w  c o n v e r s a t i o n a l  m a n a g e m e n t  m i g h t  b e  u s e d  a t  l e a s t  t h r e e  
a s p e c t s  n e e d  t o  b e  c o n s i d e r e d : -  t u r n  m a n a g e m e n t ,  a c t i o n  m a n a g e m e n t  a n d  
i n f o r m a t i o n  m a n a g e m e n t .  A  f o u r t h  a s p e c t ,  w h i c h  m i g h t  b e  t e r m e d  s o c i a l  
m a n a g e m e n t ,  t h e  d e v e l o p m e n t  a n d  m a i n t e n a n c e  o f  s o c i a l  r e l a t i o n s h i p s ,  w i l l  
n o t  b e  c o n s i d e r e d  h e r e  f o r  r e a s o n s  w h i c h  w i l l  b e  d e a l t  w i t h  i n  l a t e r  c h a p t e r s .
T u r n  m a n a g e m e n t  c o n c e r n s  t h e  r h y t h m  o f  t h e  d i a l o g u e ;  w h o  s p e a k s  w h e n  
a n d  f o r  h o w  l o n g .  T h e  i n t e r a c t a n t s  i n  a  d i a l o g u e  t a k e  t u r n s  a t  s p e a k i n g .  H o w  
t h e y  n e g o t i a t e  w h o ' s  t u r n  i t  i s  t o  s p e a k  a n d  h o w  a n d  w h e n  t o  s w i t c h  b e t w e e n  
s p e a k e r s  h a s  b e e n  t h e  s u b j e c t  o f  e x t e n s i v e  s t u d y  ( s e e  B e a t t i e ,  1 9 8 3  f o r  a  
r e v i e w ) .  S t u d i e s  o f  t h i s  a s p e c t  o f  c o n v e r s a t i o n  c o n c e n t r a t e  o n  b e h a v i o u r s  
w h i c h  a r e  v o c a l ,  b u t  n o t  n e c e s s a r i l y  v e r b a l ,  t h a t  i s ,  t h e  w o r d s  u s e d  a r e  n o t  
i m p o r t a n t .  T h e s e  v o c a l  b e h a v i o u r s  w o u l d  i n c l u d e  i n t e r r u p t i o n s ,  f i l l e d  
p a u s e s  ( m m ,  a h  e t c . ) ,  t h e  l e n g t h  o f  t h e  g a p  b e t w e e n  o n e  s p e a k e r  f i n i s h i n g  a n d  
t h e  n e x t  s t a r t i n g ,  g a z e  a n d  t h e  n u m b e r  o f  w o r d s  s p o k e n .  T h i s  a s p e c t  o f  
c o n v e r s a t i o n  m a y  b e  r e c o g n i s a b l e  e v e n  i n  a  f o r e i g n  l a n g u a g e .
T u r n  m a n a g e m e n t  c a n  b e  u s e d  t o  s t o p  a n o t h e r  p e r s o n  s p e a k i n g ,  o r  t o  i n d i c a t e  
t h a t  t h e  c u r r e n t  s p e a k e r  w i s h e s  t o  c o n t i n u e .  T h e  f o r m e r  c a n  b e  a c h i e v e d  b y  
t h e  u s e  o f  i n t e r r u p t i o n s ,  t h e  l a t t e r  b y  f i l l i n g  p a u s e s  s o  t h a t  a n o t h e r  p e r s o n  
c a n n o t  s t a r t  t o  s p e a k  w i t h o u t  i n t e r r u p t i n g .  E v i d e n c e  f o r  t h e  u s e  o f  t u r n  
m a n a g e m e n t  t o  c o n t r o l  c o n v e r s a t i o n  i s  p r e s e n t e d  i n  c h a p t e r  2 .
T h e  s e c o n d  a s p e c t  o f  c o n v e r s a t i o n a l  m a n a g e m e n t  c o n c e n t r a t e s  o n  l a n g u a g e  
a s  a c t i o n .  T h i s  r e c o g n i s e s  t h a t  p e o p l e  u s e  w o r d s  t o  d o  t h i n g s ,  t o  a s k ,  t o  
a n s w e r ,  t o  t h r e a t e n  a n d  s o  o n  ( A u s t i n  1 9 6 2 ) .  A n y  o f  t h e s e  a c t i o n s  c a n  b e  
c a r r i e d  o u t  u s i n g  d i f f e r e n t  f o r m s  o f  w o r d s ,  b u t  t h e  a c t i o n  r e m a i n s  t h e  s a m e .  
A c t i o n s  a r e  t h e  b a s i c  b u i l d i n g  b l o c k s  o f  c o n v e r s a t i o n s ,  i n  f a c t ,  d i a l o g u e  
e x p r e s s e d  a s  a  s e r i e s  o f  a c t i o n s  c a n  s t i l l  b e  u n d e r s t o o d  ( C l a r k e ,  1 9 8 3 ) .  I t  a l s o  
a p p e a r s  t h a t  s o m e  s e q u e n c e s  o f  a c t i o n s  a r e  m o r e  l i k e l y  t h a n  o t h e r s .  F o r  
e x a m p l e ,  i f  o n e  p e r s o n  a s k s  a  q u e s t i o n  i t  i s  t o  b e  e x p e c t e d  t h a t  t h e  s e c o n d
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p e r s o n  w i l l  r e p l y  w i t h  a n  a n s w e r .  T h e s e  s h o r t  s e q u e n c e s  h a v e  b e e n  r e f e r r e d  
t o  a s  a d j a c e n c y  p a i r s  ( S c h e g l o f f  a n d  S a c k s ,  1 9 7 3 ) .  H e r e  t h e  f i r s t  s p e a k e r  i n v i t e s  
t h e  s e c o n d  s p e a k e r  t o  t a k e  o v e r ,  b u t  c o n s t r a i n s  w h a t  t h e y  m a y  s a y .  S p e e c h  c a n  
t h e r e f o r e  b e  u s e d  b o t h  t o  c a r r y  o u t  a c t i o n s  a n d  t o  i n f l u e n c e  t h e  a c t i o n s  o f  
a n o t h e r  i n t e r a c t a n t .
T h e  t h i r d  a s p e c t  o f  c o n v e r s a t i o n  m a n a g e m e n t ,  i n f o r m a t i o n  m a n a g e m e n t ,  
c o n c e n t r a t e s  o n  t h e  c o n t e n t  o f  t h e  c o n v e r s a t i o n .  A  m o r e  g e n e r a l  t e r m  w o u l d  
b e  t o p i c  m a n a g e m e n t .  A l l  c o n v e r s a t i o n  w i l l  a d d r e s s  o n e  o r  m o r e  t o p i c s .  I n  
t a s k - o r i e n t e d  c o n v e r s a t i o n s  t h e s e  t o p i c s  a r e  o f  p a r t i c u l a r  i n t e r e s t ,  a s  t h e y  w i l l  
b e  r e l e v a n t  t o  t h e  t a s k .  B e c a u s e  t a s k  o r i e n t e d  c o n v e r s a t i o n s  a r e  t h e  s u b j e c t  o f  
t h i s  s t u d y ,  t h e  t o p i c s  o f  i n t e r e s t  c o n c e r n  t h e  v a r i o u s  p i e c e s  o f  i n f o r m a t i o n  t o  
b e  t r a n s f e r r e d .  E a c h  p i e c e  o f  i n f o r m a t i o n  c a n  b e  c o n s i d e r e d  a s  o n e  t o p i c  a n d  
f o r  t h e  c a l l  t o  b e  s u c c e s s f u l ,  t h i s  i n f o r m a t i o n  m u s t  b e  t r a n s f e r r e d  s u c c e s s f u l l y .  
T h e  i n t e r a c t a n t s  m u s t  d e a l  w i t h  e a c h  p i e c e  o f  i n f o r m a t i o n  a s  a p p r o p r i a t e .
I n  e v e r y d a y  l i f e  p e o p l e  m a n a g e  a l l  t h r e e  a s p e c t s  o f  c o n v e r s a t i o n  w i t h o u t  
g i v i n g  t h e  p r o c e s s  m u c h  t h o u g h t .  T h e y  d e c i d e  w h a t  t h e y  w a n t  t o  s a y ,  h o w  
t h e y  w i l l  s a y  i t  a n d  w h e t h e r  i t  m e r i t s  i n t e r r u p t i n g  t h e i r  p a r t n e r .  T h e y  t a k e  i n  
w h a t  t h e i r  p a r t n e r  s a y s  a n d  r e s p o n d  a p p r o p r i a t e l y  e i t h e r  b y  m a k i n g  i n t e r e s t e d  
n o i s e s  o r  b y  s a y i n g  s o m e t h i n g  i n  t u r n .  H o w e v e r ,  w i t h  s o m e  n o t i c e a b l e  
e x c e p t i o n s  ( f o r  e x a m p l e  R u t t e r ,  1 9 8 4 )  t h e s e  t h r e e  a s p e c t s  t e n d  t o  b e  s t u d i e d  
s e p a r a t e l y .  R u t t e r  e x a m i n e d  t h e  e f f e c t s  o f  c u e l e s s n e s s  o n  t h r e e  s e p a r a t e  
a s p e c t s  o f  c o n v e r s a t i o n s :  c o n t e n t ,  s t y l e  a n d  o u t c o m e .  H e  d e m o n s t r a t e d  t h a t  
t h e r e  w a s  a  p r e d i c t i v e  r e l a t i o n s h i p  b e t w e e n  c o n t e n t  a n d  b o t h  s t y l e  a n d  
o u t c o m e .  T h e  a r g u m e n t  o f  t h i s  t h e s i s  i s  t h a t ,  s i n c e  s u c h  r e l a t i o n s h i p s  e x i s t  
a n d  s i n c e  c o n v e r s a t i o n  c a n  b e  m a n a g e d  i n  t h e s e  t h r e e  s e p a r a t e  w a y s  t h e y  
m u s t  b e  c o n s i d e r e d  i n  p a r a l l e l .
T h e  e m p h a s i s  i n  t h i s  s t u d y ,  h o w e v e r ,  i s  n o t  p u r e l y  o n  c o n v e r s a t i o n  a s  
m a t e r i a l  f o r  a n a l y s i s  b u t  a l s o  o n  t h e  e m e r g e n c y  c a l l  a s  a n  i m p o r t a n t  
c o n v e r s a t i o n a l  s i t u a t i o n  i n  i t s  o w n  r i g h t .  T h e  s t u d y  o f  e m e r g e n c y  c a l l s  i s  p a r t  
o f  a  m u c h  w i d e r  s t u d y  o f  b e h a v i o u r  i n  f i r e s  ( f o r  a  r e v i e w  s e e  C a n t e r  1 9 8 0 ) .  
T h i s  w o r k  h a s  c o n c e n t r a t e d  o n  t h e  h u m a n  a s p e c t s  o f  p r e v e n t i n g  a n d  c o p i n g
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w i t h  f i r e s .  W h i l e  f i r e  r i s k s  c a n  b e  l e s s e n e d  b y  e n g i n e e r i n g  a n d  b y  t e c h n o l o g y  
s u c h  a s  f i r e  a l a r m s  a n d  a u t o m a t i c  f i r e  w a r n i n g  s y s t e m s  t h e y  c a n n o t  b e  
c o m p l e t e l y  r e m o v e d .  F u r t h e r m o r e ,  i t  w o u l d  s e e m  t o  b e  m o r e  e f f i c i e n t  t o  
d e s i g n  a n y  s y s t e m s  t o  t a k e  a d v a n t a g e  o f  h u m a n  r e s p o n s e s .
E a r l y  r e s p o n s e s  t o  f i r e s  h a v e  a  d i s t i n c t  p a t t e r n ,  w i t h  r e c o g n i t i o n  l e a d i n g  t o  
d e c i s i o n s  a b o u t  w h a t  a c t i o n s  t o  t a k e  a n d  f i n a l l y  t o  a  s t a g e  w h e r e  p e o p l e  t r y  t o  
c o p e  a c t i v e l y  w i t h  t h e  f i r e  o r  l e a v e  t h e  s i t u a t i o n .  T h e  e a r l y  r e c o g n i t i o n  p h a s e  
i n v o l v e s  p e o p l e  r e a c t i n g  t o  w h a t  m a y  b e  a m b i g u o u s  c u e s :  a  s m e l l ,  a  s o u n d ,  
l i g h t  i n  t h e  s k y  o r  i n c r e a s e d  w a r m t h .  R e c o g n i s i n g  t h a t  t h e s e  c u e s  a r e  d a n g e r  
s i g n a l s  m a y  t a k e  s o m e  t i m e  a n d  m a y  i n v o l v e  c h e c k i n g  w i t h  o t h e r s .
W h i l e  t h i s  c h e c k i n g  g o e s  o n  t h e  s e v e r i t y  o f  t h e  f i r e  i n c r e a s e s  a n d ,  m o r e  
i m p o r t a n t l y ,  t h e  r a t e  o f  g r o w t h  o f  t h e  f i r e  a l s o  i n c r e a s e s .  T h u s  t h e  s i t u a t i o n  
c a n  g o  f r o m  p o t e n t i a l l y  d a n g e r o u s  t o  e x t r e m e l y  d a n g e r o u s  i n  m i n u t e s .
T h e  f i r e  a t  t h e  B r a d f o r d  C i t y  f o o t b a l l  g r o u n d  o n  M a y  1 1 t h  1 9 8 5  i s  u s e d  b y  
C a n t e r ,  C o m b e r  a n d  U z z e l l  ( 1 9 8 9 )  a s  a n  e x a m p l e  o f  t h i s  p o i n t .  I t  t o o k  t h r e e  
m i n u t e s  f r o m  t h e  s t a r t  o f  t h e  f i r e  t o  t h e  t i m e  a  c a l l  w a s  m a d e  t o  t h e  f i r e  
b r i g a d e .  T h e  b r i g a d e  a r r i v e d  t h r e e  m i n u t e s  l a t e r .  T h u s  t h e  t i m e  t a k e n  t o  
r e c o g n i s e  t h e  d a n g e r  a n d  t a k e  a c t i o n  w a s  a s  l o n g  a s  t h e  t i m e  t a k e n  b y  t h e  f i r e  
b r i g a d e  t o  m o b i l i s e .  B y  t h e  t i m e  t h e  f i r e  b r i g a d e  a r r i v e d  o n  t h e  s c e n e ,  f l a m e s  
h a d  s p r e a d  t o  t h e  r o o f ,  a n d  t h e  b a c k  c o r r i d o r  w a s  f u l l  o f  s m o k e .  I n  t h e s e  s i x  
m i n u t e s  t i m e  w a s  n e e d e d  f o r  r e c o g n i t i o n ,  f o r  d e c i s i o n  a b o u t  w h a t  a c t i o n  w e r e  
a p p r o p r i a t e ,  f o r  a l e r t i n g  t h e  p o l i c e  a n d  f i r e  b r i g a d e  a n d  f o r  t h e  f i r e  a p p l i a n c e  
t o  r e a c h  t h a t  s i t e .  P a r t  o f  t h a t  t i m e  w a s  t a k e n  b y  a n  e m e r g e n c y  c a l l .
T h i s  b r i e f  o u t l i n e  o f  r e s p o n s e  t o  f i r e  h a s  b e e n  i n c l u d e d  t o  u n d e r l i n e  t h e  k i n d  
o f  t i m e  c o n s t r a i n t  a c t i n g  o n  e m e r g e n c y  c a l l s .  T h e  a v e r a g e  l e n g t h  o f  a  c a l l  h a s  
b e e n  e s t i m a t e d  a t  4 5  s e c o n d s  t o  r e c e i v e  a  c a l l  a n d  l o c a t e  t h e  a d d r e s s  g i v e n  b y  
t h e  c a l l e r ,  o r  4 3  s e c o n d s  w i t h  a  s e m i - a u t o m a t i c  s y s t e m  ( H u s a i n ,  1 9 8 1 ) .  W h i l e  
a n  i n c r e a s e  o f ,  s a y ,  1 0  s e c o n d s  o n  t h i s  t i m e  w o u l d  n o t  s e e m  i m p o r t a n t  f o r  a n  
o r d i n a r y  t e l e p h o n e  c a l l ,  g i v e n  t h e  p o t e n t i a l  p a c e  o f  t h e  f i r e ,  t h e s e  1 0  s e c o n d s  
c o u l d  h a v e  s e r i o u s  c o n s e q u e n c e s .
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9 9 9  c a l l s  t o  t h e  f i r e  b r i g a d e  a r e  e s s e n t i a l l y  s i m p l e :  t h e  c a l l e r  r e p o r t s  a n  i n c i d e n t  
a n d  i t s  a d d r e s s .  T h e y  a r e  a l s o  v e r y  f r e q u e n t .  F o r  e x a m p l e ,  i n  t h e  y e a r  t h e  d a t a  
f o r  t h i s  s t u d y  w e r e  c o l l e c t e d  t h e  L o n d o n  M e t r o p o l i t a n  F i r e  B r i g a d e  w a s  
r e c e i v i n g  n e a r l y  3 0 0  c a l l s  a  d a y .  L i k e  a n y  o t h e r  s i m p l e  s y s t e m  i t  o n l y  c o m e s  t o  
p u b l i c  a t t e n t i o n  w h e n  s o m e t h i n g  g o e s  w r o n g .
O n e  s u c h  e x a m p l e  w a s  a  c a l l  m a d e  b y  t h e  p o l i c e  t o  r e p o r t  t h e  c r o w d  c r u s h  
w h i c h  o c c u r r e d  a t  H i l l s b o r o u g h  f o o t b a l l  g r o u n d  i n  S h e f f i e l d  o n  A p r i l  1 5 t h ,  
1 9 8 9 .  B e c a u s e  o f  a  s i m p l e  m i s u n d e r s t a n d i n g  t h i s  c a l l  w a s  l o o k e d  a t  b y  t h e  
i n q u i r y  i n t o  t h a t  d i s a s t e r  a n d  a l s o  r e a c h e d  t h e  f r o n t  p a g e  o f  a  n a t i o n a l  
n e w s p a p e r .
F i r e  b r i g a d e  c o n t r o l  r o o m s  i s s u e  m o b i l i s i n g  i n s t r u c t i o n s  o n  t h e  b a s i s  o f  r o a d  
n a m e s .  I t  i s  i n t e r e s t i n g  t o  n o t e  h e r e  t h a t  t h e  p o l i c e ,  w h o  a r e  a l s o  
p r o f e s s i o n a l s  w i t h  r e g a r d  t o  e m e r g e n c i e s ,  s e e m e d  u n p r e p a r e d  t o  c o p e  w i t h  
t h i s  f a c t .  T h e  f o l l o w i n g  i s  a  v e r b a t i m  t r a n s c r i p t  o f  t h e  a l a r m  c a l l .
P o l i c e :
F i r e  C o n t r o l :  
P o l i c e :
F i r e  c o n t r o l :  
P o l i c e :
F i r e  c o n t r o l :  
P o l i c e :
F i r e  c o n t r o l :  
P o l i c e :
F i r e  C o n t r o l :  
P o l i c e :
F i r e  C o n t r o l :  
P o l i c e :
F i r e  c o n t r o l :  
P o l i c e :
C a n  w e  h a v e  c u t t i n g  e q u i p m e n t  f o r  H i l l s b o r o u g h  p l e a s e ,  
s t r a i g h t  a w a y ?
J u s t  a  m i n u t e .  R i g h t ,  w h a t ' s  t h e  a d d r e s s ?
C u t t i n g  e q u i p m e n t  f o r  H i l l s b o r o u g h  f o o t b a l l  g r o u n d  -  
s t r a i g h t  a w a y .
H i l l s b o r o u g h  f o o t b a l l  g r o u n d ?
Y e s ,  H i l l s b o r o u g h  f o o t b a l l  g r o u n d .
W h a t  r o a d  i s  t h a t  o n ,  d o  y o u  k n o w .
T h e r e  h a s  b e e n  a  m a j o r  a c c i d e n t ,  a l l  t h e  a m b u l a n c e s  a r e  u p  
t h e r e .
W h a t  r o a d  i s  i t  o n ?
I  h a v e  n o  i d e a ,  H i l l s b o r o u g h  f o o t b a l l  g r o u n d .
W h a t  r o a d  i s  i t  o n ,  d o  y o u  k n o w ?
H i l l s b o r o u g h  f o o t b a l l  g r o u n d ,  w h a t  r o a d  i s  i t  o n ?  ( t h i s  w a s  
s a i d  t o  s o m e o n e  i n  p o l i c e  f o r c e  c o n t r o l ) .  P e n i s t o n e  R o a d  
( s a i d  t o  f i r e  c o n t r o l ) .
P e n i s t o n e  R o a d .
P e n i s t o n e  R o a d .  O K .
P e n i s t o n e  R o a d .  J u s t  a  m i n u t e  -  w h a t ' s  e x a c t l y  i n v o l v e d ?  
I t ' s  f o o t b a l l ,  a  b i g  m a t c h ,  L i v e r p o o l  v  N o t t s  F o r e s t .
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F i r e  C o n t r o l :  Y e s ,  b u t  w h y  d o  y o u  w a n t  u s ,  y o u  s a i d  i t  w a s  a n  R T A  ( r o a d
t r a f f i c  a c c i d e n t ) .
P o l i c e :  N o ,  n o ,  n o .  M a j o r  i n c i d e n t  i n s i d e  t h e  g r o u n d .
F i r e  c o n t r o l :  M a j o r  i n c i d e n t  i n s i d e ,  d o  y o u  k n o w  e x a c t l y  w h a t  i t  i s ?
P o l i c e :  N o ,  I  d o n ' t .  T h e y  w a n t  a l l  t h e  c u t t i n g  g e a r .
F i r e  c o n t r o l :  F o r  w h a t ,  d o  y o u  k n o w ?
P o l i c e :  H a n g  o n  a  s e c .  ( m a l e  v o i c e )  h e l l o  . .
F i r e  c o n t r o l :  H e l l o .  N o w ,  y o u  w a n t  s o m e  c u t t i n g  g e a r .  W h a t  e x a c t l y  i s  i t
f o r ?
P o l i c e :  T h e r e  h a s  b e e n  a  m a j o r  a c c i d e n t  a t  H i l l s b o r o u g h  f o o t b a l l
g r o u n d  w h e r e  t h e  s e m i - f i n a l  i s ,  t h e  c r o w d s  h a v e  f o r c e d  
t h e i r  w a y  i n ,  t h e y  h a v e  b r o k e n  f e n c e s  a n d  g a t e s  d o w n ,  I  
d o n ' t  k n o w  e x a c t l y  w h a t  i t  i s  b u t  t h e r e  a r e  p e o p l e  t r a p p e d .  
F i r e  C o n t r o l :  R i g h t ,  O K .  L e a v e  i t  w i t h  u s .
T h e  G u a r d i a n  1 4  J u n e  1 9 8 9  
S o m e  e a s i l y  r e c o g n i s a b l e  p r o b l e m s  a r e  e n c o u n t e r e d  i n  t h i s  c a l l .  T h e  o p e r a t o r  
a s k s  f o r  t h e  r o a d  n a m e  t h r e e  t i m e s  b e f o r e  b e i n g  g i v e n  t h e  n a m e  o f  t h e  r o a d  a t  
t h e  w r o n g  e n d  o f  t h e  p i t c h .  T h e  p o l i c e  a s s u m e  t h a t  t h e  f i r e  b r i g a d e  m u s t  
k n o w  m a j o r  l a n d m a r k s ,  t h e  f i r e  b r i g a d e  a s s u m e  t h a t  t h e y  h a v e  b e e n  c a l l e d  t o  
a  r o a d  t r a f f i c  a c c i d e n t .
T h i s  e x a m p l e  h a s  b e e n  i n c l u d e d  b e c a u s e  i t  d e m o n s t r a t e s  h o w  a  s i m p l e  s y s t e m  
c a n  b r e a k  d o w n ,  a n d  h o w  i m p o r t a n t  t h o s e  b r e a k d o w n s  c a n  b e .  C o m p l e t e  
b r e a k d o w n s  a r e ,  h o w e v e r ,  r a r e .  I t  c a n  b e  a s s u m e d  t h e r e f o r e  t h a t  s o m e  
m a n a g e m e n t  i s  t a k i n g  p l a c e  t o  k e e p  t h e  c o n v e r s a t i o n s  o n  t r a c k .  I n  t h e  
e x a m p l e  a b o v e ,  f o r  i n s t a n c e ,  t h e  o p e r a t o r  u s e s  t h e  s i m p l e  t a c t i c  o f  a s k i n g  t h e  
s a m e  q u e s t i o n  r e p e a t e d l y  u n t i l  s / h e  g e t s  a n  a n s w e r .
T h i s  s t u d y  w i l l  t h e r e f o r e  e x a m i n e  t h e  t y p e s  o f  m a n a g e m e n t  s t r a t e g i e s  a d o p t e d  
i n  f i r e  a l a r m  c a l l s .  B e f o r e  t h i s  i s  d o n e ,  h o w e v e r ,  t h e  i d e a  o f  m a n a g e m e n t  
i t s e l f  n e e d s  t o  b e  c o n s i d e r e d .  A l t h o u g h  t h e  t e r m  m a n a g e m e n t  h a s  b e e n  u s e d  
h e r e ,  t h i s  p h e n o m e n o n  i s  o f t e n  d e s c r i b e d  a s  c o n t r o l  o r  d o m i n a n c e .  E a c h  
t e r m  h a s  a  s l i g h t l y  d i f f e r e n t  e m p h a s i s  a n d  a  d i f f e r e n t  c o n n o t a t i o n .  T h e  
s u b j e c t  o f  c o n t r o l  w i l l  b e  d i s c u s s e d  i n  t h e  n e x t  c h a p t e r .
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C O N T R O L  A N D  A F F I L I A T I O N
C o n v e r s a t i o n  m a n a g e m e n t  i m p l i e s  t a k i n g  c o n t r o l .  I t  s e e m s  t h a t  c o n t r o l  i s  a  
p o t e n t  d i m e n s i o n  f o r  d e s c r i b i n g  i n t e r a c t i o n .  P r e v i o u s  d i s c u s s i o n  o f  t y p e s  o f  
p h o n e  c a l l  d r e w  t h e  d i s t i n c t i o n  b e t w e e n  h i g h l y  s t r u c t u r e d  t a s k  o r i e n t e d  
c o n v e r s a t i o n  a n d  m o r e  l o o s e l y  s t r u c t u r e d  s o c i a l  c a l l s .  T h i s  i m p l i e s  a  s i n g l e  
d i m e n s i o n  f r o m  h i g h  t o  l o w  c o n t r o l .  T h e r e  i s  e v i d e n c e ,  h o w e v e r ,  t h a t  t h i s  i s  
n o t  a  s i n g l e  c o n t i n u u m  b u t  t h a t  t w o  d i m e n s i o n s ,  c o n t r o l  a n d  a f f i l i a t i o n ,  c a n  
b e  u s e d  t o  d e s c r i b e  i n t e r p e r s o n a l  b e h a v i o u r  ( K i e s l e r  1 9 8 3 ) .  A c c o r d i n g  t o  
S m i t h  ( 1 9 8 5 )  t h e  c o n t r o l  d i m e n s i o n  ' o r d e r s  p e o p l e ,  s i t u a t i o n s  a n d  e p i s o d e s  i n  
t e r m s  o f  t h e  e x t e n t  t o  w h i c h  t h e y  p r o v i d e  t h e  o p p o r t u n i t y  f o r  e x e r t i n g  a c t i v e  
c o n t r o l  o v e r  t h e  p r o c e s s  a n d  o u t c o m e s  o f  i n t e r a c t i o n '  w h i l e  a f f i l i a t i o n  ' o r d e r s  
p e o p l e ,  s i t u a t i o n s  a n d  e p i s o d e s  i n  t e r m s  o f  t h e i r  t e n d e n c y  t o  e l i c i t  w a r m t h  
a n d  a p p r o a c h  v e r s u s  a l o o f n e s s  a n d  a v o i d a n c e ' .  ( S m i t h  1 9 8 5  p p l 3 5 - 1 3 6 ) .
T h e s e  t w o  d i m e n s i o n s  g i v e  a  m o d e l  f o r  t h e  d e s c r i p t i o n  o f  i n t e r p e r s o n a l  
b e h a v i o u r  w h e r e  t h o s e  d e s c r i p t i o n s  a r e  o r d e r e d  i n  a  c i r c u l a r  s t r u c t u r e ,  a  
c i r c u m p l e x ,  w i t h  r e f e r e n c e  t o  t h e  t w o  m a i n  d i m e n s i o n s  ( W i g g i n s  1 9 7 9 ) .  T h e  
c o n t r o l  d i m e n s i o n  m a y  b e  d e s c r i b e d  a s  " a m b i t i o u s  -  d o m i n a n t '  a t  o n e  p o l e  
a n d  T a z y  -  s u b m i s s i v e "  a t  t h e  o t h e r .  T h e  a f f i l i a t i o n  d i m e n s i o n  r u n s  f r o m  
" w a r m  -  a g r e e a b l e "  t o  " c o l d  -  q u a r r e l s o m e " .  I n t e r m e d i a t e  p o i n t s  o n  t h e  
c i r c u m p l e x  a r e ,  f o r  e x a m p l e ,  " g r e g a r i o u s  -  e x t r a v e r t e d '  ( h i g h  c o n t r o l  a n d  h i g h  
a f f i l i a t i o n "  a n d  " a r r o g a n t  -  c a l c u l a t i n g '  ( h i g h  c o n t r o l  a n d  l o w  d o m i n a n c e )  
( W i g g i n s ,  1 9 8 2 ) .
I f  i n t e r p e r s o n a l  b e h a v i o u r  a n d  m o t i v a t i o n  c a n  b e  d e s c r i b e d  b y  t h e s e  t w o  
d i m e n s i o n s  t h e n  i t  m i g h t  b e  e x p e c t e d  t h a t  t h o s e  e p i s o d e s  o r  s i t u a t i o n s  w h e r e  
t h a t  b e h a v i o u r  o c c u r s  c a n  a l s o  b e  d e s c r i b e d  i n  t h e s e  t e r m s .  B o t h  F o r g a s  ( 1 9 7 9 )  
a n d  W i s h ,  d ' A n d r a d e  a n d  G o o d n o w  ( 1 9 8 0 )  h a v e  s h o w n  t h i s  t o  b e  t h e  c a s e  f o r  
b o t h  h y p o t h e s i s e d  a n d  r e a l  i n t e r a c t i o n s .  A l t h o u g h  t h e  n u m b e r  a n d  l a b e l s  o f  
d i m e n s i o n s  f o u n d  i n  t h e s e  s t u d i e s  v a r i e d  s l i g h t l y ,  t h e y  c o u l d  b e  l a r g e l y  
s u b s u m e d  u n d e r  c o n t r o l  a n d  a f f i l i a t i o n .
CHAPTER 2 CONVERSATION MANAGEMENT AND CONTROL
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O f  t h e s e  t w o  d i m e n s i o n s  o n l y  c o n t r o l  i s  o f  i n t e r e s t  h e r e .  R u t t e r  ( R u t t e r ,  1 9 8 7 ,  
S t e p h e n s o n ,  A y l i n g  a n d  R u t t e r ,  1 9 7 6 ,  M o r l e y  a n d  S t e p h e n s o n ,  1 9 7 7 ,  R u t t e r  
a n d  R o b i n s o n ,  1 9 8 1 )  h a s  a r g u e d  t h a t  n o - v i s i o n  c o n v e r s a t i o n ,  f o r  e x a m p l e  
t e l e p h o n e  c o n v e r s a t i o n s ,  a r e  m o r e  t a s k - o r i e n t e d  a n d  t h e  p a r t i c i p a n t s  m o r e  
c o n s c i o u s  o f  t h e i r  r o l e s  t h a n  i n  n o r m a l  v i s i o n  a s s i s t e d  c o n v e r s a t i o n s .  I n  a  
s t u d y  c o m p a r i n g  f a c e - t o - f a c e  a n d  t e l e p h o n e  t u t o r i a l s  a m o n g  O p e n  U n i v e r s i t y  
s t u d e n t s  a n d  t h e i r  t u t o r s ,  R u t t e r  ( 1 9 8 4 )  f o u n d  t h a t  r a t h e r  t h a n  s i m p l y  b e i n g  
m o r e  t a s k - o r i e n t e d  a n d  i m p e r s o n a l  d u r i n g  t e l e p h o n e  t u t o r i a l s ,  b o t h  t u t o r s  
a n d  s t u d e n t s  b e h a v e d  m o r e  a c c o r d i n g  t o  t h e i r  r o l e .  T u t o r s  s p e n t  m o s t  o f  
t h e i r  t i m e  s t r u c t u r i n g  t h e  i n t e r a c t i o n  a n d  a s k i n g  q u e s t i o n s ,  w h i l e  s t u d e n t s  
m o s t l y  a n s w e r e d  t h e s e  q u e s t i o n s .  T h u s  t h e  p a r t i c i p a n t s  b e h a v e  l e s s  a s  
i n d i v i d u a l s  a n d  m o r e  a c c o r d i n g  t o  t h e i r  p e r c e p t i o n s  o f  t h e i r  r o l e  w i t h i n  t h i s  
i n t e r a c t i o n  s e t t i n g  w h e n  u s i n g  t h e  t e l e p h o n e .  T h e  t u t o r i a l s  c o n d u c t e d  o v e r  
t h e  t e l e p h o n e  w e r e  a l s o  l e s s  s p o n t a n e o u s  a n d  m o r e  s t r u c t u r e d  b y  t h e  t u t o r  
t h a n  w e r e  f a c e - t o - f a c e .
R u t t e r  e t  a l  s u g g e s t  t h a t  t h i s  i s  b e c a u s e  t h e  e f f e c t  o f  r e m o v i n g  v i s i o n  c u e s  i s  t o  
i n c r e a s e  p s y c h o l o g i c a l  d i s t a n c e .  I t  i s  p r o p o s e d  t h a t  t h e  e f f e c t  o f  p s y c h o l o g i c a l  
d i s t a n c e  i s  t o  r e d u c e  t h e  t e n d e n c y  o f  t h e  i n t e r a c t i o n  t o  e l i c i t  w a r m t h  a n d  
a p p r o a c h ,  t h a t  i s ,  t h a t  t h e  a f f i l i a t i o n  m o t i v e  b e c o m e s  l e s s  p e r t i n e n t  t o  t h e s e  
i n t e r a c t i o n s .  A s  a f f i l i a t i o n  b e c o m e s  l e s s  p e r t i n e n t ,  i n t e r p e r s o n a l  b e h a v i o u r  
v a r i e s  a l o n g  o n l y  o n e  d i m e n s i o n ,  t h a t  o f  c o n t r o l .  T h e r e f o r e ,  a l t h o u g h  
a f f i l i a t i o n  m a y  s t i l l  p l a y  a  p a r t  i n  n o - v i s i o n  c o n v e r s a t i o n  i t  c a n  b e  e x p e c t e d  
t h a t  t h e  c o n t r o l  d i m e n s i o n  w i l l  b e  m o r e  c e n t r a l  t o  t h e  o r g a n i s a t i o n  o f  t h e  
i n t e r a c t i o n .
I n  C h a p t e r  O n e ,  t h r e e  a s p e c t s  o f  t h i s  m a n a g e m e n t  w e r e  o u t l i n e d ;  t u r n  
m a n a g e m e n t ,  a c t i o n  m a n a g e m e n t  a n d  i n f o r m a t i o n  m a n a g e m e n t .  B u t  n o w  i t  
w i l l  b e  a p p a r e n t  t h a t  t h e  f o u r t h  a s p e c t ,  s o c i a l  m a n a g e m e n t ,  h a s  l i t t l e  
r e l e v a n c e  i n  a  t a s k - o r i e n t e d  c o n v e r s a t i o n ,  p a r t i c u l a r l y  w h e r e  t h i s  i s  c a r r i e d  
o u t  b y  t e l e p h o n e .
D i f f e r e n t  m o d e l s  o f  t h e  o r g a n i s a t i o n  o f  c o n v e r s a t i o n  p l a c e  e m p h a s i s  o n  t h e s e  
t h r e e  a s p e c t s  a n d  s t u d i e s  o f  c o n v e r s a t i o n  m a n a g e m e n t  t e n d  t o  b e  b a s e d  o n
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p a r t i c u l a r  m o d e l s .  B e f o r e  g o i n g  o n  t o  l o o k  a t  h o w  m a n a g e m e n t  m i g h t  b e  
m a d e  m a n i f e s t  i n  v e r b a l  b e h a v i o u r ,  t h e s e  m o d e l s  w i l l  b e  c o n s i d e r e d .
M O D E L S  O F  T U R N - T A K I N G ,  R U L E S ,  S I G N A L S  A N D  R E S O U R C E S .
R u l e s
T h e  f i r s t  m o d e l  t o  b e  c o n s i d e r e d ,  t h a t  o f  S a c k s ,  S c h e g l o f f  a n d  J e f f e r s o n  ( 1 9 7 4 ) ,  
s e e s  c o n v e r s a t i o n ,  a n d  t h u s  t u r n - t a k i n g ,  t o  b e  a  r u l e  b o u n d  s y s t e m .  S a c k s  e t  a l  
a r g u e  t h a t  a  t u r n  a t  s p e a k i n g ,  t h a t  i s ,  b e i n g  i n  p o s s e s s i o n  o f  " t h e  f l o o r "  i n  a  
c o n v e r s a t i o n ,  i s  a  s o u g h t  a f t e r  r e s o u r c e .  D i s t r i b u t i v e  j u s t i c e  r e q u i r e s  t h a t  
t h e r e  b e  a  s y s t e m  t o  e n s u r e  t h a t  a l l  p a r t i e s  g e t  t h e i r  f a i r  s h a r e  o f  s p e a k i n g  
t i m e .  O f  1 4  r u l e s  w h i c h  S a c k s  e t  a l  p o s i t  a s  g o v e r n i n g  c o n v e r s a t i o n ,  o n l y  s i x  
a r e  o f  i n t e r e s t  h e r e .  T h e s e  a r e ;
2 )  O v e r w h e l m i n g l y ,  o n e  p a r t y  t a l k s  a t  a  t i m e .
3 )  O c c u r r e n c e s  o f  m o r e  t h a n  o n e  s p e a k e r  a t  a  t i m e  a r e  c o m m o n ,  b u t  b r i e f .
4 )  T r a n s i t i o n s  ( f r o m  o n e  t u r n  t o  a  n e x t )  w i t h  n o  g a p  a n d  n o  o v e r l a p  a r e  
c o m m o n .  T o g e t h e r  w i t h  t r a n s i t i o n s  c h a r a c t e r i s e d  b y  s l i g h t  g a p  o r  
s l i g h t  o v e r l a p ,  t h e y  m a k e  u p  t h e  v a s t  m a j o r i t y  o f  t r a n s i t i o n s .
1 2 )  T u r n - a l l o c a t i o n  t e c h n i q u e s  a r e  o b v i o u s l y  u s e d .  A  c u r r e n t  s p e a k e r  m a y  
s e l e c t  a  n e x t  s p e a k e r  ( a s  w h e n  h e  a d d r e s s e s  a  q u e s t i o n  t o  a n o t h e r  p a r t y ) ;  
o r  p a r t i e s  m a y  s e l f - s e l e c t  i n  s t a r t i n g  t o  t a l k .
1 3 )  V a r i o u s  ' t u r n - c o n s t r u c t i o n a l  u n i t s '  a r e  e m p l o y e d ;  e  g  t u r n s  c a n  b e  
p r o j e c t e d l y  ' o n e  w o r d  l o n g '  o r  t h e y  c a n  b e  s e n t e n t i a l  i n  l e n g t h .
1 4 )  R e p a i r  m e c h a n i s m s  e x i s t  f o r  d e a l i n g  w i t h  t u r n - t a k i n g  e r r o r s  a n d  
v i o l a t i o n ;  e . g .  i f  t w o  p a r t i e s  f i n d  t h e m s e l v e s  t a l k i n g  a t  t h e  s a m e  t i m e ,  
o n e  o f  t h e m  w i l l  s t o p  p r e m a t u r e l y ,  t h u s  r e p a i r i n g  t h e  t r o u b l e .
Sacks, Schegloff and Jefferson (1974) pp 700-701 
A n  i m p o r t a n t  c o n c e p t  i n  t h e  S a c k s  e t  a l  s y s t e m  i s  t h a t  o f  t h e  t u r n -  
c o n s t r u c t i o n a l  c o m p o n e n t .
" T h e s e  a r e  v a r i o u s  u n i t - t y p e s  w i t h  w h i c h  a  s p e a k e r  m a y  s e t  o u t  
t o  c o n s t r u c t  a  t u r n .  U n i t - t y p e s  f o r  E n g l i s h  i n c l u d e  s e n t e n t i a l ,  
c l a u s a l ,  p h r a s a l  a n d  l e x i c a l  c o n s t r u c t i o n s .  I n s t a n c e s  o f  t h e  u n i t -  
t y p e s  s o  u s a b l e  a l l o w  a  p r o j e c t i o n  o f  t h e  u n i t - t y p e  u n d e r  w a y ,  
a n d  w h a t  r o u g h l y  i t  w i l l  t a k e  f o r  a n  i n s t a n c e  o f  t h a t  u n i t - t y p e  t o
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b e  c o m p l e t e d .  U n i t - t y p e s  l a c k i n g  t h e  f e a t u r e  o f  p r o j e c t a b i l i t y  
m a y  n o t  b e  u s a b l e  i n  t h e  s a m e  w a y . "  ( i b i d  p 7 0 2 )
A  s p e a k e r  w h o  s t a r t s  a  t u r n  i s  e n t i t l e d  t o  o n e  t u r n  c o n s t r u c t i o n a l  u n i t ,  a n d  
t h e  c o m p l e t i o n  o f  t h e  f i r s t  u n i t  c o n s t i t u t e s  a  t r a n s i t i o n - r e l e v a n c e  p l a c e .  A t  
t h i s  p o i n t  a n o t h e r  s p e a k e r  m a y  l e g i t i m a t e l y  t a k e  t h e i r  t u r n  t o  s p e a k .  I f  t h e  
t u r n  i s  n o t  c l a i m e d  b y  a n o t h e r  s p e a k e r ,  t h e  c u r r e n t  s p e a k e r  m a y  c a r r y  o n  a n d  
p r o d u c e  a t  l e a s t  o n e  m o r e  u n i t .  T h e  t a k i n g  o f  t u r n s ,  t h e n ,  d e p e n d s  o n  b o t h  
s p e a k e r s  a n d  l i s t e n e r s  r e c o g n i s i n g  t u r n - c o n s t r u c t i o n a l  u n i t s  a n d  s m o o t h  
s p e a k e r  e x c h a n g e s  r e q u i r e  c o n v e r s a t i o n a l i s t s  t o  p r e d i c t  w h e n  t h e  c u r r e n t  u n i t  
w i l l  b e  c o m p l e t e d .
P a r t i c i p a n t s  m u s t  u s e  i n t o n a t i o n a l  c u e s  a n d  a  k n o w l e d g e  o f  t h e  l a n g u a g e  t o  
d e c i d e  w h a t  a r e  p o s s i b l e  c o m p l e t i o n  p o i n t s  i n  a  t u r n .  S p e a k e r s  m a y ,  i n  f a c t ,  
c o n t i n u e  t o  s p e a k  a f t e r  a  p o s s i b l e  c o m p l e t i o n  p o i n t ,  b u t  i n  s u c h  a  w a y  t h a t  
n o t h i n g  w i l l  b e  l o s t  i f  t h a t  s p e e c h  i s  i n t e r r u p t e d  o r  i g n o r e d .  O n e  e x a m p l e  o f  
t h i s  t y p e  o f  p o s t  t u r n  u t t e r a n c e  i s  t h e  t a g - q u e s t i o n  ( I t  w o u l d  b e  a  g o o d  i d e a  t o  
l e a v e  n o w ,  w o u l d n ' t  i t ? ) .
O n e  i m p l i c a t i o n  o f  t h i s  m o d e l  i s  t h a t ,  l i k e  i n  o t h e r  e c o n o m i e s ,  w e  n e e d  n o t  
e x p e c t  e q u a l  d i s t r i b u t i o n  o f  t h e  v a l u e d  c o m m o d i t y .  T h o s e  w h o  a r e  m o r e  
p o w e r f u l  s h o u l d  b e  e x p e c t e d  t o  s p e a k  m o r e  a n d  t h i s  s h o u l d  b e  t r u e  n o t  o n l y  
i n  s o c i e t i e s  w h e r e  t h e r e  a r e  s t r i c t  r u l e s  a b o u t  p r e c e d e n c e  i n  s p e e c h ,  b u t  i n  a n y  
s o c i e t y  w h e r e  s u c h  a  t u r n - m a n a g e m e n t  s y s t e m  o p e r a t e s  a n d  w h e r e  t h e  
s p e a k i n g  t u r n  i s  a  s o u g h t  a f t e r  r e s o u r c e .  T h i s  d i s t r i b u t i o n  o f  t a l k  m u s t ,  
h o w e v e r ,  r e l y  o n  a  s t r o n g  w i t h i n - g r o u p  r e c o g n i t i o n  o f  r e l a t i v e  p o w e r  a n d  
w i l l i n g n e s s  t o  m a n a g e  t h e  c o n v e r s a t i o n  a c c o r d i n g l y .  A c c o r d i n g  t o  t h e  S a c k s  
e t  a l  r u l e  s y s t e m ,  i f  ' c u r r e n t  s p e a k e r  s e l e c t s  n e x t '  h a s  n o t  b e e n  u s e d  s e l f  
s e l e c t i o n  m a y  b e  i n s t i t u t e d  a n d  t h e  f i r s t  p e r s o n  t o  s t a r t  s p e a k i n g  a c q u i r e s  
r i g h t s  t o  t h e  t u r n .  T h e r e f o r e ,  u n l e s s  t h e  s e l e c t i o n  o f  n e x t  s p e a k e r  a c c o u n t s  f o r  
m o s t  t u r n  e x c h a n g e s ,  t h e r e  i s  n o t h i n g  t o  s t o p  t h e  p o w e r l e s s  f r o m  c l a i m i n g  
r i g h t s  t o  t h e  t u r n  t h r o u g h  s p e e d .
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T h e  f l o o r :  R e c o g n i s i n g  t h e  c u r r e n t  s p e a k e r .
S a c k s  e t  a l  n o t e d  t h a t  ' o v e r w h e l m i n g l y ,  o n e  p a r t y  t a l k s  a t  a  t i m e " .  T h e r e f o r e  
t h e  f l o o r  i s  ' h e l d '  b y  o n e  p e r s o n  a t  a  t i m e .  T h e  o n e  p e r s o n  f l o o r  i s  a s s u m e d  i n  
m o s t  s t u d i e s  o f  c o n v e r s a t i o n  m a n a g e m e n t  a n d  i n t e r r u p t i o n .  E d e l s k y  ( 1 9 8 1 ) ,  
h o w e v e r  f o u n d  e v i d e n c e  f o r  t h e  e x i s t e n c e  o f  c o o p e r a t i v e l y  c o n s t r u c t e d  m a n y -  
s p e a k e r  t u r n s .  E d e l s k y  l o o k e d  a t  f i v e  i n f o r m a l  u n i v e r s i t y - b a s e d  c o m m i t t e e  
m e e t i n g s .  S h e  f o u n d  t h a t  i n  m a n y  e p i s o d e s  a  s i n g l e  f l o o r - h o l d e r  c o u l d  n o t  b e  
i d e n t i f i e d .  W h e n  ' f l o o r '  a n d  ' t u r n '  w e r e  i d e n t i f i e d  f r o m  p a r t i c i p a n t  s e n s e  
t w o  t y p e s  o f  f l o o r  c o u l d  b e  d i s t i n g u i s h e d .  T h e s e  w e r e  a  ' s i n g l y  d e v e l o p e d  
f l o o r 1  w h i c h  i s  t h e  u s u a l  m o d e l  f o r  a n a l y s i s  a n d  ' c o l l a b o r a t i v e l y  d e v e l o p e d  
f l o o r s ' .  T h e r e  w e r e  t w o  t y p e s  o f  c o l l a b o r a t i v e  f l o o r s ,  t h e  f i r s t  a  f r e e - f o r - a l l ,  t h e  
s e c o n d  a n d  m o r e  c o m m o n  t y p e  b e i n g  w h e n  s e v e r a l  p e o p l e  s e e m e d  t o  b e  ' o n  
t h e  s a m e  w a v e l e n g t h ' .  W h i l e  t h e  f i r s t  t y p e  w a s  c h a r a c t e r i s e d  b y  j o k i n g ,  
l a u g h t e r  a n d  s i m u l t a n e i t y ,  t h e  s e c o n d  w a s  c h a r a c t e r i s e d  b y  m o r e  o r d e r l y  
s p e e c h ,  b u t  s t i l l  i t  w a s  n o t  p o s s i b l e  t o  s a y  t h a t  a n y  o n e  p e r s o n  h a d  t h e  f l o o r .
T h i s  i s  w o r t h y  o f  m e n t i o n  b e c a u s e  s o  f a r  t u r n  t a k i n g  h a s  b e e n  d e s c r i b e d  a s  
b e i n g  a  c o m p e t i t i v e  a c t i v i t y .  T h e  f l o o r  i s  a  s o u g h t  a f t e r  r e s o u r c e  a n d  t h e  
p e r s o n  w h o  i s  i n  p o s s e s s i o n  i s  n o t  o n l y  e n t i t l e d  t o  s p e a k ,  b u t  m a y  a l s o  s e l e c t  
t h e  n e x t  s p e a k e r .  T h e  c a s e  o f  m a n y  p e o p l e  s h a r i n g  t h e  f l o o r  t o  b u i l d  a  
c o m m o n  t u r n  i s  n o t  a l l o w a b l e  u n d e r  t h e s e  r u l e s .  S u c h  s h a r e d  f l o o r s  m a y  b e  
s e e n  a s  a  c o m p l e x  e x a m p l e  o f  b a c k - c h a n n e l  r e s p o n s e s ,  w h e r e  u t t e r a n c e s  a r e  
p r e s u m e d  n o t  t o  c o n s t i t u t e  a  t u r n  b e c a u s e  t h e i r  p u r p o s e  i s  n o t  t o  a g a i n  t h e  
f l o o r  b u t  t o  a d d  t o  t h e  c u r r e n t  s p e a k e r ’ s  t u r n .  H o w e v e r ,  i n  t h e  c a s e  o f  
c o l l a b o r a t i v e l y  d e v e l o p e d  f l o o r s ,  n o n e  o f  t h e  s p e a k e r s  c a n  i d e n t i f y  
t h e m s e l v e s  a s  t h e  ' c u r r e n t  s p e a k e r ' .  T h e r e f o r e ,  w h i l e  t h e  b a c k - c h a n n e l  
r e s p o n s e s  e x p l a n a t i o n  f i t s  t h e  S a c k s  e t  a l  m o d e l ,  i t  d o e s  n o t  r e a l l y  e x p l a i n  
c o l l a b o r a t i v e l y  d e v e l o p e d  f l o o r s .
E d e l s k y  u s e s  t h e s e  f i n d i n g s  t o  q u e s t i o n  t h e  ’ o n e - a t - a - t i m e '  a s s u m p t i o n  w h i c h  
u n d e r l i e s ,  n o t  o n l y  S a c k  e t  a l ' s  m o d e l  b u t  o t h e r  s t u d i e s  o f  i n t e r a c t i o n  a s  w e l l  
( G o f f m a n ,  1 9 7 1 ;  D u n c a n ,  1 9 7 3 ;  W e s t ,  1 9 7 9 ;  A l e g u i r e ,  1 9 7 8 ;  M c h o u l ,  1 9 7 8 )  a n d  
t o  q u e s t i o n  t h e  a s s u m p t i o n  t h a t  e p i s o d e s  w h e r e  m o r e  t h a n  o n e  p e r s o n  s p e a k  
a t  a  t i m e  a r e  a l w a y s  i n s t a n c e s  o f  c o n v e r s a t i o n a l  b r e a k d o w n  ( G o f f m a n ,  1 9 6 7 ,
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D u n c a n  1 9 7 3 ;  M c h o u l  1 9 7 8 ) .  T h e  e x i s t e n c e  o f  c o l l a b o r a t i v e l y  d e v e l o p e d  f l o o r s  
s u g g e s t s ,  t h e r e f o r e ,  t h a t  c o n v e r s a t i o n a l i s t s  m a y  b e  m o r e  f l e x i b l e  t h a n  e x p e c t e d  
i n  t h e i r  m a n a g e m e n t  o f  t u r n  d i s t r i b u t i o n .  I t  a l s o  c a l l s  i n t o  q u e s t i o n  t h e  
c o m p e t i t i v e  a s p e c t  o f  t u r n  a l l o c a t i o n  i n  t h e  S a c k s  e t  a l  m o d e l .  W h i l e  t h e  
E d e l s k y  s t u d y  s h o w s  t h a t  t h e  f l o o r  c a n  b e  s h a r e d  i t  i s  a l s o  p o s s i b l e ,  a n d  s e e m s  
i n t u i t i v e l y  r e a s o n a b l e ,  t h a t  t h e r e  m a y  b e  c o n v e r s a t i o n s  w h e r e  t h e  f l o o r  i s  n o t  
s o u g h t  e a g e r l y  b y  a l l  p a r t i e s .  F o r  e x a m p l e ,  a  t h e r a p i s t - p a t i e n t  i n t e r a c t i o n ,  i f  i t  
i s  n o t  a  m o n o l o g u e ,  m a y  s t i l l  b e  h e a v i l y  b i a s e d  t o w a r d  t h e  p a t i e n t  s p e a k i n g  
a n d  t h e  t h e r a p i s t  r a r e l y  w i s h i n g  t o  h a v e  p o s s e s s i o n  o f  t h e  f l o o r .
O n e  f i n a l  p r o b l e m  w i t h  t h e  S a c k s  e t  a l  m o d e l  i s  t h a t  i t  c o n j u r e s  u p  a  v i s i o n  o f  
c o n v e r s a t i o n a l i s t s  l i s t e n i n g  t o  a  s p e a k e r ,  n o t  f o r  t h e  c o n t e n t  o f  t h e i r  
u t t e r a n c e s ,  b u t  p u r e l y  f o r  a n y  i n f o r m a t i o n  w h i c h  w i l l  p r e d i c t  a  p o s s i b l e  
c o m p l e t i o n  p o i n t  a n d  s o  g i v e  t h e m  a  c h a n c e  t o  c l a i m  t h e i r  t u r n  t o  t a l k .  
A l t h o u g h  t h i s  m a y  b e  t h e  c a s e  i n  s o m e  s i t u a t i o n s  ( u n i v e r s i t y  t u t o r i a l s ,  d i n n e r  
p a r t i e s  a n d  o t h e r  g r o u p s  w h e r e  b e i n g  n o t i c e d  i s  i m p o r t a n t )  i t  d o e s  n o t  s e e m  
a n  a d e q u a t e  r e p r e s e n t a t i o n  o f  e v e r y d a y  c o n v e r s a t i o n .
S i g n a l s
I n  c o n t r a s t  t o  t h e  S a c k s  e t  a l  m o d e l ,  p s y c h o l o g i c a l  m o d e l s  t e n d  t o  b e  b a s e d  o n  
n o n - v e r b a l  r a t h e r  t h a n  v e r b a l  b e h a v i o u r ,  l o o k i n g  a t  s i g n a l s  g i v e n  b y  o n e  
p a r t i c i p a n t  t o  t h e  o t h e r  w h i c h  e i t h e r  r e l i n q u i s h  o r  k e e p  t h e  f l o o r  ( Y n g v e ,
1 9 7 0 ;  K e n d o n ,  1 9 6 7 ;  D u n c a n ,  1 9 7 2 ;  D u n c a n  a n d  F i s k e ,  1 9 7 7 ) .  T h e  s i g n a l s  a r e  
t y p e s  o f  b e h a v i o u r  w h i c h  a r e  l a r g e l y  c o n t e x t - f r e e ,  e x c e p t  t h a t  t h e y  o n l y  
f u n c t i o n  a s  s i g n a l s  w h e n  u s e d  a t  c e r t a i n  p o i n t s  d u r i n g  t h e  t u r n .  A l t h o u g h  
t h a t  w a s  n o t  t h e i r  i n t e n t i o n ,  t h e s e  m o d e l s  c a n  p r o v i d e  s o m e  b a c k - u p  t o  t h e  
S a c k s  e t  a l  m o d e l  b y  p r o v i d i n g  m e c h a n i s m s  w h i c h  a l l o w  a  s p e a k e r  m o r e  t h a n  
o n e  t u r n  c o n s t r u c t i o n a l  u n i t  p e r  t u r n  a n d  w h i c h  g i v e  a  l i s t e n e r  c l u e s  a s  t o  
w h a t  i s  a  p o s s i b l e  c o m p l e t i o n  p o i n t  a n d  w h a t  i s  n o t .  F o r  e x a m p l e ,  S a c k s  e t  a l  
s u g g e s t  t h a t  i n t o n a t i o n  m a y  b e  a  c u e  a s  t o  w h e t h e r  a  w o r d  i s  a  c o m p l e t e  o n e  
w o r d  u t t e r a n c e ,  o r  t h e  b e g i n n i n g  o f  a  l o n g e r  u n i t .  T h e  p s y c h o l o g i c a l  m o d e l s  
s e t  o u t  t o  o b j e c t i f y  a n d  q u a n t i f y  s u c h  n o n - v e r b a l  c u e s .
16
Chapter 2
E a r l y  s t u d i e s  o f  t u r n - t a k i n g  t o o k  w h a t  B e a t t i e  ( 1 9 8 3 )  c h a r a c t e r i s e s  a s  t h e  
' t r a f f i c  s i g n a l  a p p r o a c h ’  ( p 8 5 ) .  L i k e  t r a f f i c  l i g h t s  t h e s e  s i g n a l s  h a d  m o r a l  f o r c e  
a n d  c o u l d  b e  u n i v e r s a l l y  r e c o g n i s e d .  I f  t h e  t u r n - y i e l d i n g  s i g n a l  w a s  ' o n '  a n  
e x c h a n g e  c o u l d  a n d  s h o u l d  t a k e  p l a c e ,  i f  i t  w a s  ' o f f '  t h e  c u r r e n t  s p e a k e r  
s h o u l d  b e  a l l o w e d  t o  c a r r y  o n .  K e n d o n  ( 1 9 6 7 )  l o o k e d  a t  s p e a k e r  g a z e  a n d  
f o u n d  t h a t  i f  a n  u t t e r a n c e  t e r m i n a t e d  w i t h  s p e a k e r  g a z e  a  s m o o t h  e x c h a n g e  
w a s  m o r e  l i k e l y  t o  t a k e  p l a c e  t h a n  i f  i t  d i d  n o t .  B e a t t i e  ( 1 9 8 3 )  p o i n t s  o u t ,  
h o w e v e r  t h a t  2 9 . 3 %  o f  t h e  s m o o t h  e x c h a n g e s  i n  t h e  s a m p l e  t o o k  p l a c e  
w i t h o u t  s p e a k e r  g a z e  a t  t h e  e n d  o f  t h e  p r e v i o u s  u t t e r a n c e .  A  n u m b e r  o f  
s t u d i e s  w h i c h  l o o k e d  a t  t h e  e f f e c t  o n  c o n v e r s a t i o n s  w h e r e  t h i s  p a r t i c u l a r  
s i g n a l  w a s  n o t  a v a i l a b l e ,  i . e .  n o - v i s i o n  s i t u a t i o n s ,  f o u n d  t h a t  c o n v e r s a t i o n s  
w e r e  n o t  i m p a i r e d  ( J a f f e  a n d  F e l d s t e i n ,  1 9 7 0 ;  C o o k  a n d  L a l l j e e ,  1 9 7 2 ;
B u t t e r  w o r t h  e t  a l ,  1 9 7 7 ;  K a s l  a n d  M a h l ,  1 9 6 5 ;  B e a t t i e  a n d  B a r n a r d ,  1 9 7 9 ) .
I t  i s  a l w a y s  p o s s i b l e  t h a t ,  w h i l e  s p e a k e r  g a z e  m a y  f u n c t i o n  a s  a n  i m p o r t a n t  
t u r n  s i g n a l ,  i t  i s  n o t  t h e  o n l y  c h o i c e .  I f  t h i s  i s  t h e  c a s e  t h e n  o t h e r  s i g n a l s  c o u l d  
b e  u s e d  a s  s u b s t i t u t e s  w h e n  v i s i o n  a n d  t h e r e f o r e  g a z e ,  i s  n o t  p o s s i b l e .  T h i s  
a p p r o a c h  h a s  b e e n  t a k e n  b y  D u n c a n  ( D u n c a n  1 9 7 2 ;  D u n c a n  a n d  F i s k e  1 9 7 7 ) .  
H e r e  a  n u m b e r  o f  b e h a v i o u r s  m a y  b e  u s e d  a s  t h e  ' s p e a k e r  t u r n  s i g n a l ' .
1  a n  i n t o n a t i o n  p a t t e r n  o t h e r  t h a n  / 2 2 / ,  i .  e .  r i s i n g  o r  f a l l i n g  p i t c h
2  a  s o c i o c e n t r i c  s e q u e n c e
3  c o m p l e t i o n  o f  a  g r a m m a t i c a l  c l a u s e
4  d r a w l  o n  a  f i n a l  s y l l a b l e
5  t e r m i n a t i o n  o f  g e s t i c u l a t i o n  o r  r e l a x a t i o n  o f  t h e  h a n d  
F r o m  D u n c a n  a n d  F i s k e ,  1 9 7 7 ,  p p ' 1 6 9 - 1 8 9
T h e  u s e  o f  t h e s e  s i g n a l s  a n d  t h e  a p p r o p r i a t e  r e s p o n s e  a r e  g o v e r n e d  b y  r u l e s .
B o t h  p a r t i e s  a r e  b o u n d  b y  t h e s e  r u l e s .
" t h e  a u d i t o r  m a y  c l a i m  t h e  s p e a k i n g  t u r n  d u r i n g  t h e  a c t i v e  
p e r i o d  o f  t h e  t u r n  s i g n a l . . .  I n  p r o p e r  o p e r a t i o n  o f  t h e  t u r n  
s y s t e m ,  i f  t h e  a u d i t o r  s o  c l a i m s  t h e  t u r n  i n  r e s p o n s e  t o  t h e  
s i g n a l ,  t h e  s p e a k e r  i s  o b l i g e d  t o  r e l i n q u i s h  i m m e d i a t e l y  h i s  ( o r  
h e r )  c l a i m  t o  t h e  t u r n .  W h e n  t h e  s i g n a l  i s  n o t  a c t i v e ,  a u d i t o r  
c l a i m s  o f  t h e  t u r n  a r e  a p p r o p r i a t e . . . "
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T h e  g e s t i c u l a t i o n  s i g n a l ,  o n  t h e  o t h e r  h a n d  " s e r v e s  t o  i n h i b i t  a n y  t u r n  s i g n a l  
c o n c u r r e n t l y  b e i n g  d i s p l a y e d "  ( D u n c a n  a n d  F i s k e ,  1 9 7 7 ,  p l 8 9 ) .  H o w e v e r ,  t h e  
s i g n a l s  a r e  c o n v e n t i o n s  a n d  m u s t  b e  a g r e e d  u p o n  b y  b o t h  p a r t i e s  i n  o r d e r  t o  
h a v e  a n y  f u n c t i o n .  D u n c a n  e t  a l  ( 1 9 7 7 )  c o n s i d e r e d  t h a t  t h e  g e n e r a l i t y  o f  t h e  
a c t u a l  b e h a v i o u r s  e m p l o y e d  w a s  a  q u e s t i o n  f o r  e m p i r i c a l  v e r i f i c a t i o n .  
P r e s u m a b l y  a n y  b e h a v i o u r s  w o u l d  d o ,  i f  t h e y  w e r e  r e c o g n i s e d  a s  s i g n a l s  b y  
b o t h  p a r t i e s .
D u n c a n ’ s  s t u d i e s  h a v e  b e e n  c r i t i c i s e d  b o t h  b e c a u s e  t h e y  d o  n o t  c o n s i d e r  t h e  
r e l a t i v e  i m p o r t a n c e  o f  e a c h  o f  t h e  c u e s  a n d  o n  m e t h o d o l o g i c a l  g r o u n d s  
( B e a t t i e ,  1 9 8 1 b ,  1 9 8 3 ) .  D u n c a n  p r o p o s e d  t h a t  t h e  n u m b e r  o f  t u r n - s i g n a l s  w a s  
l i n e a r l y  r e l a t e d  t o  t h e  p r o b a b i l i t y  o f  s m o o t h  s p e a k e r  s w i t c h  t a k i n g  p l a c e .  
B e a t t i e  ( 1 9 8 3 )  h a v i n g  q u e s t i o n e d  t h e  s t a t i s t i c a l  a n a l y s i s  o n  w h i c h  t h i s  f i n d i n g  
w a s  b a s e d ,  r e p l i c a t e d  t h e  D u n c a n  1 9 7 2  s t u d y  a n d  s h o w e d  t h a t  w h i l e  t h e  c u e s  
i d e n t i f i e d  b y  D u n c a n  w e r e  i n d e e d  i m p o r t a n t  i n  s p e a k e r  e x c h a n g e ,  t h e y  
o p e r a t e d  n o t  i n d e p e n d e n t l y ,  b u t  i n  s p e c i a l  c o m b i n a t i o n s  w h i c h  i d e n t i f i e d  
p o s s i b l e  t u r n  t r a n s i t i o n  p o i n t s .  T h e  d o m i n a n t  s i g n a l  a p p e a r e d  t o  b e  s y n t a c t i c  
c o m p l e t i o n  a n d  a s s o c i a t e d  i n t o n a t i o n a l  c u e s ,  a s  w a s  s u g g e s t e d  b y  S a c k s  e t  a l .
I t  w o u l d  s e e m  t h e n  t h a t  D u n c a n ,  a p p r o a c h i n g  t h e  p r o b l e m  f r o m  a  d i f f e r e n t  
a n g l e ,  h a s  i d e n t i f i e d  t h e  t y p e  o f  c u e s  w h i c h  c o u l d  b e  u s e d  t o  i d e n t i f y  t h e  
p o s s i b l e  c o m p l e t i o n  p o i n t s  o f  t h e  S a c k s  e t  a l  m o d e l .
B e a t t i e ' s  o w n  s t u d i e s  c o n s i d e r  t h e  w o r k ,  o t h e r  t h a n  m a n a g i n g  t u r n - t a k i n g ,  
w h i c h  c o n v e r s a t i o n a l i s t s  a l s o  d o .  W h i l e  a  p e r s o n  i s  c o n v e r s i n g  t h e y  m u s t  
p r e p a r e  w h a t  t h e y  a r e  a b o u t  t o  s a y ,  b o t h  a t  a  g r o s s  l e v e l  w h e r e  i d e a s  a n d  
p o i n t s  a r e  f o r m u l a t e d  a n d  a t  t h e  l e v e l  o f  c h o o s i n g  t h e  e x a c t  w o r d s  t o  e x p r e s s  
t h e i r  m e a n i n g .  T h i s  p l a n n i n g  a n d  p r e p a r a t i o n  m a y  b e  e v i d e n c e d  i n  t e m p o r a l  
c y c l e s  o f  h e s i t a n t  a n d  f l u e n t  s p e e c h  ( B e a t t i e  1 9 7 8 b ,  G o l d m a n - E i s l e r  1 9 6 8 ) .  
B e a t t i e  r e l a t e d  t h e  o c c u r r e n c e  o f  b o t h  g a z e  ( B e a t t i e  1 9 7 8 a )  a n d  g e s t u r e  
( B u t t e r w o r t h  a n d  B e a t t i e  1 9 7 8 )  t o  h e s i t a n t  a n d  f l u e n t  p h a s e s  i n  s p e e c h .  H e  
f o u n d  t h a t  g a z e  i s  m o r e  c o m m o n  i n  f l u e n t  p h a s e s  a n d  g e s t u r e  m o r e  c o m m o n  
i n  h e s i t a n t  p h a s e s .  H e  t h e r e f o r e  s u g g e s t s  t h a t  g e s t u r e s ,  w h i c h  m a y  b e  r e l a t e d  
t o  t h e  w o r d  w h i c h  i m m e d i a t e l y  f o l l o w s  t h e  p a u s e ,  g i v e  i n f o r m a t i o n  t o  t h e
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l i s t e n e r  t h a t  t h e  p a u s e  i s  b e i n g  u s e d  f o r  l e x i c a l  s e a r c h  o r  o t h e r  c o g n i t i v e  
p l a n n i n g  a n d  s h o u l d  n o t  b e  t a k e n  a s  t h e  e n d  o f  t h e  t u r n .  T h i s  c o u l d  b e  t h e  
r e a s o n  w h y  g e s t u r e s  f u n c t i o n  a s  t u r n  s u p p r e s s i n g  s i g n a l s .
C o n v e r s e l y ,  s p e a k e r  g a z e  m a y  b e  t a k e n  a s  a  s i g n a l  t h a t  c o g n i t i v e  p l a n n i n g  i s  
n o t  t a k i n g  p l a c e .  D u r i n g  f l u e n t  p h a s e s  t h i s  i n f o r m a t i o n  m a y  n o t  b e  u s e f u l ,  
b u t  d u r i n g  p a u s e s  i t  p r o v i d e s  a  s i g n a l  t h a t  n o  m o r e  s p e e c h  i s  b e i n g  p l a n n e d ,  
t h a t  t h e  s p e a k e r  h a s  t h e r e f o r e  f i n i s h e d  w h a t  t h e y  w i s h  t o  s a y .  T h i s  c u e  
b e c o m e s  e v e n  m o r e  p o w e r f u l  i f  t h e  s p e e c h  u p  t o  t h a t  p o i n t  h a s  b e e n  h e s i t a n t  
a n d  c h a r a c t e r i s e d  b y  l o w  l e v e l s  o f  s p e a k e r  g a z e .  I n  t h e s e  c a s e s  B e a t t i e  f o u n d  
t h a t  t h e  s i n g l e  c u e  o f  s p e a k e r  g a z e ,  o c c u r r i n g  a t  t h e  e n d  o f  a n  i n t o n a t i o n a l  
c o n t o u r  h a d  a  d r a m a t i c  e f f e c t  o n  t h e  s m o o t h n e s s  o f  s p e a k e r  s w i t c h i n g  ( B e a t t i e  
1 9 8 0 b ) .
T h e  p o i n t  o f  t h i s  a r g u m e n t  i s  t o  s i t u a t e  t u r n - t a k i n g  m e c h a n i s m s  w i t h i n  a  
f r a m e w o r k  o f  c o n v e r s a t i o n  p r o d u c t i o n .  T h e  n u m b e r  o f  s i g n a l s  t o  b e  
p r o c e s s e d  a n d  t h e  c o g n i t i v e  a n d  s p e e c h  p r o d u c t i o n  w o r k l o a d  w i l l  v a r y  f r o m  
t i m e  t o  t i m e  d u r i n g  c o n v e r s a t i o n .  T h e  e f f e c t  o f  a n y  o n e  s i g n a l  w i l l  t h e r e f o r e  
d e p e n d  o n  w h a t  e l s e  i s  g o i n g  o n  a t  t h e  s a m e  t i m e ,  o n  w h e t h e r  t h a t  s i g n a l  i s  
n o t i c e a b l e  i n  c o n t e x t .  T u r n - s w i t c h i n g  i s  n o t ,  t h e r e f o r e ,  i n d e p e n d e n t  o f  t h e  
r e s t  o f  t h e  c o n v e r s a t i o n .  I t  i s  c o n t e x t  s e n s i t i v e .
T h e  D u n c a n  s i g n a l l i n g  m o d e l  a n d  c o n s e q u e n t l y  B e a t t i e ' s  e l a b o r a t i o n  o f  i t ,  
p l a c e  a l l  r e s p o n s i b i l i t y  f o r  t u r n - t a k i n g  w i t h  t h e  s p e a k e r .  A s  b o t h  t h e  s p e a k e r  
t u r n  s i g n a l  a n d  t h e  t u r n  s u p p r e s s i o n  s i g n a l  a r e  g i v e n  b y  t h e  c u r r e n t  s p e a k e r  
i n  a  w e l l  r e g u l a t e d  i n t e r a c t i o n  i t  w o u l d  b e  p o s s i b l e  f o r  t h e  s p e a k e r  t o  c a r r y  o n  
f o r  e v e r  w i t h o u t  t h e  l i s t e n e r  e v e r  h a v i n g  a  t u r n  a t  t a l k i n g .  A s  W i e m a n n  
( 1 9 8 5 )  p o i n t s  o u t ,  t h e  S a c k s  e t  a l  m o d e l  r e l i e s  m o r e  o n  m u t u a l  c o n s t r u c t i o n  o f  
t h e  c o n v e r s a t i o n ,  t h e r e  a r e  m e c h a n i s m s  f o r  t h e  l i s t e n e r  t o  g a i n  t h e  f l o o r .
A l s o ,  p a r t i c i p a n t s  a r e  m u t u a l l y  r e s p o n s i b l e  f o r  t h e  c o h e r e n c e  o f  t h e  
c o n v e r s a t i o n ,  a s  e a c h  u t t e r a n c e  d e p e n d s  o n  p r e c e d i n g  o n e s  f o r  i t s  s e n s e  a n d  
r e l e v a n c e .
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R e s o u r c e s
T h e  r e s o u r c e  m o d e l  ( W i l s o n  e t  a l  1 9 8 4 )  c o m b i n e s  e l e m e n t s  f r o m  b o t h  t h e  
S a c k s  e t  a l  a n d  t h e  D u n c a n  m o d e l s .  T u r n  t a k i n g  f o l l o w s  t h e  r u l e s  o u t l i n e d  i n  
t h e  S a c k s  e t  a l  m o d e l  a n d  n o n - v e r b a l  b e h a v i o u r s  a r e  u s e d  t o  d i s - a r t i c u l a t e  
t r a n s i t i o n  r e l e v a n c e  p l a c e s .  T h e r e f o r e  t h e  o p t i o n s  o f  c u r r e n t  s p e a k e r  s e l e c t s  
n e x t ,  f i r s t  s t a r t e r  a n d  s o  o n  a r e  c y c l e d  t h r o u g h ,  b u t  n o t  n e c e s s a r i l y  a t  t h e  e n d  
o f  e a c h  c l a u s e .  T h e  d i f f e r e n c e  b e t w e e n  t h e  c o n c e p t u a l i s a t i o n  o f  b e h a v i o u r a l  
c u e s  i n  t h i s  m o d e l  a n d  i n  t h e  s i g n a l l i n g  m o d e l  i s  t h a t  t h e  r e s o u r c e  m o d e l  
d o e s  n o t  c o n s i d e r  s p e c i f i c  b e h a v i o u r s  n e c e s s a r i l y  t o  b e  c u e s ,  b u t  r a t h e r  
i n h e r e n t l y  n e u t r a l  r e s o u r c e s  t h a t  m a y  b e  u s e d  a s  t u r n  m a n a g e m e n t  s i g n a l s  
d e p e n d i n g  o n  t h e  c o n t e x t  o f  t h e  c o n v e r s a t i o n .  T h e  c o n c r e t e  c o n t e x t  o f  t h e  
c o n v e r s a t i o n  i s  t h e r e f o r e  g i v e n  a  c e n t r a l  r o l e  i n  a n y  c o n s i d e r a t i o n  o f  h o w  t h e  
i n t e r a c t i o n  m i g h t  b e  m a n a g e d .
A s  W i e m a n n  ( 1 9 8 5 )  p o i n t s  o u t ,  t h i s  v i e w  t h a t  c o n v e r s a t i o n a l  ' e v e n t s '  a r e  
n e u t r a l  r e s o u r c e s  m e a n s  t h a t  t h e  s a m e  m o d e l  c a n  a p p l y  i n  s o u n d - o n l y  
s i t u a t i o n s ,  s u c h  a s  t e l e p h o n e  c o n v e r s a t i o n s  a s  i n  m o r e  u s u a l  s i t u a t i o n s .  
I n d e e d  i t  s h o u l d  a p p l y  e q u a l l y  w e l l  i n  v i s i o n  o n l y  i n t e r a c t i o n s .  T h e  m o d e l  
w o u l d  n o t  p r e d i c t  a n  i m p a i r m e n t  i n  s o u n d - o n l y  c o n v e r s a t i o n s ,  b u t  w o u l d  
p r e d i c t  t h a t  o t h e r  r e s o u r c e s  w o u l d  b e  u s e d  t o  r e p l a c e  g a z e  w h e r e  n e c e s s a r y .  
S u p p o r t  f o r  t h i s  p r e d i c t i o n  w a s  p r e s e n t e d  i n  a n  i n t e r e s t i n g  s t u d y  b y  B u z o l i c h  
( 1 9 8 3 )  w h i c h  l o o k e d  a t  c o n v e r s a t i o n s  b e t w e e n  ' n o r m a l '  s p e a k e r s  a n d  
' a u g m e n t e d '  s p e a k e r s ,  p e o p l e  w h o  u s e d  s p e l l i n g  b o a r d s  o r  e l e c t r o n i c  v o i c e  
s i m u l a t o r s  a s  p r o s t h e s e s  b e c a u s e  o f  s p e e c h  d y s f u n c t i o n s  b r o u g h t  a b o u t  b y  
c e r e b r a l  p a l s y .  T h e  t u r n  s i g n a l s  u s e d  w e r e  s i m i l a r  t o  t h o s e  r e p o r t e d  i n  
D u n c a n  a n d  F i s k e  ( 1 9 7 7 ) ,  e x c e p t  t h a t  a u g m e n t e d  s p e a k e r s  g a z e d  t o w a r d s  t h e i r  
c o m m u n i c a t i o n  d e v i c e  w h e n  t h e y  w i s h e d  t o  c a r r y  o n  s p e a k i n g  i n s t e a d  o f  
s i m p l y  a v o i d i n g  g a z i n g  a t  t h e  l i s t e n e r .  T h e  n o r m a l  s p e a k e r s  a l s o  u s e d  g a z e  a t  
t h e  c o m m u n i c a t i o n  d e v i c e ,  i n  t h e i r  c a s e  a s  a  t u r n  y i e l d i n g  c u e .
W h i l e  B e a t t i e  p o i n t s  o u t  t h e  s i g n i f i c a n c e  o f  t h e  i m m e d i a t e  c o g n i t i v e  c o n t e x t  
o f  t h e  c o n v e r s a t i o n ,  t h e  r e s o u r c e  m o d e l  t u r n s  o u r  a t t e n t i o n  t o  t h e  w i d e r  
c o n t e x t ,  b o t h  p h y s i c a l  a n d  s o c i a l .  I n  c e r t a i n  s i t u a t i o n s ,  p h y s i c a l  c o n s t r a i n t s  
w i l l  p l a y  a  c e n t r a l  r o l e  i n  c o n v e r s a t i o n ;  t e l e p h o n e  c o n v e r s a t i o n s  a n d  s p e e c h
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d y s f u n c t i o n s  h a v e  a l r e a d y  b e e n  m e n t i o n e d .  O t h e r  e x a m p l e s  w o u l d  b e  
c o n v e r s a t i o n  i n  v e r y  n o i s y  s u r r o u n d i n g s ,  o r  w h e r e  t h e  p a r t i c i p a n t s  a r e  
e n g a g e d  i n  a  t a s k  o u t s i d e  t h e  c o n v e r s a t i o n .  I n  o r d i n a r y  c o n v e r s a t i o n s  s o c i a l  
c o n s t r a i n t s  a n d  e x p e c t a t i o n s  a r e  l i k e l y  t o  b e  m u c h  m o r e  p o w e r f u l  i n  s h a p i n g  
t h e  f o r m  o f  t h e  c o n v e r s a t i o n .  T h e  r e s o u r c e  m o d e l  c a n  t h e r e f o r e  b e  u s e d  t o  
s t u d y  h o w  t h e  c o n v e r s a t i o n a l  e v e n t s  a r e  u s e d  t o  b u i l d  a n d  t o  r e i n f o r c e  t h e  
r e l a t i o n s h i p  b e t w e e n  t h e  i n t e r a c t a n t s .  E x a m p l e s  o f  c o n v e r s a t i o n a l  e v e n t s  
w o u l d  b e  i n t e r r u p t i o n s ,  t i m e  s p e n t  h o l d i n g  t h e  f l o o r  a n d  t o p i c  c o n t r o l .
A C T I O N  M A N A G E M E N T
T h e  s e c o n d  a p p r o a c h  t o  c o n v e r s a t i o n a l  o r g a n i s a t i o n  i s  b a s e d  o n  w h a t  t h e  
i n t e r a c t a n t s  a r e  t r y i n g  t o  a c c o m p l i s h  i n  t h e  c o n v e r s a t i o n .  T h i s  c o n c e p t  o f  
' d o i n g  t h i n g s '  w i t h  t a l k  r e l i e s  o n  t h e  i d e a  o f  s p e e c h  a c t s ,  t h a t  i s ,  u n i t s  o f  a c t i o n  
c a r r i e d  o u t  i n  s p e e c h  a l o n e .
T h e  i d e a  o f  s p e e c h  a s  a  f o r m  o f  a c t i o n  w a s  f i r s t  p u t  f o r w a r d  b y  A u s t i n  ( 1 9 6 2 ) .  
T h e  t r a d i t i o n a l  v i e w  o f  s e m a n t i c s  c o n s i d e r e d  s e n t e n c e s  t o  h a v e  p r o p o s i t i o n a l  
m e a n i n g  o n l y .  T h a t  i s ,  u t t e r a n c e s  m a d e  a s s e r t i o n s  a b o u t  t h e  s t a t e  o f  t h e  
w o r l d  w h i c h  c o u l d  b e  c o m p a r e d  t o  t h e  w o r l d  a n d  e v a l u a t e d  i n  t e r m s  o f  t h e i r  
t r u t h .  A u s t i n  p o i n t e d  o u t  t h a t  t h e r e  w a s  a l s o  a  s e c o n d  c l a s s  o f  u t t e r a n c e s  
w h i c h  c a r r i e d  o u t  a c t i o n s ,  s u c h  a s  t h r e a t e n i n g ,  p r o m i s i n g ,  d e m a n d i n g  a n d  s o  
o n .  T h e s e  t w o  t y p e s  o f  u t t e r a n c e  w e r e  l a b e l l e d  constative a n d  performative 
r e s p e c t i v e l y .  W h i l e  A u s t i n  o r i g i n a l l y  c o n s i d e r e d  t h e s e  t o  b e  d i s t i n c t  t y p e s  o f  
u t t e r a n c e s ,  h e  l a t e r  a r g u e d  t h a t  a l l  u t t e r a n c e s  h a v e  a  c o n s t a t i v e  c o n t e n t  a n d  a  
p e r f o r m a t i v e  f o r c e .  P e r f o r m a t i v e  a s p e c t s  o f  u t t e r a n c e s  c a n  b e  e v a l u a t e d ,  n o t  
a c c o r d i n g  t o  t h e i r  t r u t h ,  b u t  a c c o r d i n g  t o  t h e i r  f e l i c i t y  o r  i n f e l i c i t y .  T h i s  
m e a n s  t h a t  t h e y  a r e  c o m p a r e d ,  n o t  a g a i n s t  t h e  s t a t e  o f  t h e  w o r l d  b e f o r e  t h e  
u t t e r a n c e ,  b u t  a g a i n s t  a n y  c h a n g e s  i n  t h e  w o r l d  p r o d u c e d  i n  c o n s e q u e n c e  o f  
t h e  u t t e r a n c e .
A u s t i n  d i s t i n g u i s h e d  b e t w e e n  locutionary acts w h i c h  c o n s i s t  i n  t h e  s a y i n g  o f  
a n  u t t e r a n c e ,  illocutions, w h i c h  h a v e  t h e i r  e f f e c t  s i m p l y  b y  b e i n g  u t t e r e d  a n d  
perlocutions, w h i c h  m a y  o r  m a y  n o t  h a v e  a n  e f f e c t  w h e n  u t t e r e d .  I f  a  
s e n t e n c e  c o n t a i n s  t h e  w o r d s  " I  p r o m i s e  t h a t . . . "  t h e n  a  p r o m i s e  h a s  b e e n
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g i v e n ,  w h e t h e r  o r  n o t  i t  i s  l a t e r  c a r r i e d  o u t .  O n  t h e  o t h e r  h a n d ,  i f  w e  w i s h  t o  
p l a c a t e  s o m e o n e ,  i t  i s  n o t  n e c e s s a r i l y  t r u e  t h a t  t h e  w o r d s  w e  u s e  t o  d o  s o  w i l l  
h a v e  a n y  e f f e c t .
S e a r l e  ( 1 9 6 9 )  s u g g e s t e d  t h a t  s p e e c h  a c t s  c a n  b e  d e f i n e d  b y  p r o v i d i n g ,  f o r  e a c h  
a c t ,  n e c e s s a r y  a n d  s u f f i c i e n t  c o n d i t i o n s  f o r  t h e  s u c c e s s f u l  p e r f o r m a n c e  o f  t h e  
a c t .  O n e  s u c h  c o n d i t i o n  i s  t h a t  t h e  s p e a k e r  i n t e n d s  t h e  h e a r e r  t o  r e c o g n i s e  
t h a t  s / h e  w i s h e s  t o  c a r r y  o u t  a  s p e e c h  a c t  a n d  t h a t  t h e  a c t  t h e r e f o r e  h a s  
i l l o c u t i o n a r y  f o r c e .  S e a r l e  a l s o  d i s t i n g u i s h e d  b e t w e e n  t w o  t y p e s  o f  r u l e ,  
c o n s t i t u t i v e  a n d  r e g u l a t i v e  w h i c h  c o n s t r a i n  t h e s e  c o n d i t i o n s .  C o n s t i t u t i v e  
r u l e s  t a k e  t h e  f o r m s  X counts as Y a n d  s o  d e f i n e  s p e e c h  a c t s  i n  t e r m s  o f  o t h e r  
a c t s  o r  b e h a v i o u r s .  R e g u l a t i v e  r u l e s  t a k e  t h e  f o r m  if X do Y a n d  d e f i n e  t h e  
a p p r o p r i a t e  u s a g e  o f  t h e  a c t s .
S p e e c h  a c t  t h e o r y  h a s  h a d  a  p r o f o u n d  i n f l u e n c e  o n  t h e  s t u d y  o f  v e r b a l  
i n t e r a c t i o n ,  l e a d i n g  t o  t w o  m a i n  s t r a n d s  o f  r e s e a r c h .  T h e  f i r s t  i s  t h e  s t u d y  o f  
t h e  c o m p r e h e n s i o n  a n d  p r o d u c t i o n  o f  s p e e c h  a c t s ,  p a r t i c u l a r l y  i n d i r e c t  s p e e c h  
a c t s .  M u c h  w o r k  h a s  b e e n  d i r e c t e d  t o  t h e  q u e s t i o n  o f  h o w  l i s t e n e r s  
u n d e r s t a n d  t h a t  a s s e r t i o n s  s u c h  a s  " I t ' s  a  b i t  c o l d  i n  h e r e "  o r  q u e s t i o n s  " W e r e  
y o u  b o r n  i n  a  b a r n ? "  a c t u a l l y  f u n c t i o n  a s  r e q u e s t s  f o r  t h e  d o o r  t o  b e  s h u t .  
S t u d i e s  o f  t h e  p r o d u c t i o n  o f  i n d i r e c t  s p e e c h  a c t s  h a v e  l o o k e d  a t  t h e  
c i r c u m s t a n c e s  i n  w h i c h  i n d i r e c t  s p e e c h  i s  p r e f e r r e d  t o  d i r e c t  s p e e c h  a c t s ,  o f t e n  
b e c a u s e  o f  p o l i t e n e s s  ( W i n t e r h o f f - S p u r k ,  H e r r m a n n  a n d  W e i n d r i c h ,  1 9 8 6 ) .
T h e  s e c o n d  s t r a n d  o f  r e s e a r c h  i n f l u e n c e d  b y  s p e e c h  a c t  t h e o r y  i s  p o t e n t i a l l y  
m o r e  i m p o r t a n t  f o r  s o c i a l  p s y c h o l o g y .  T h i s  i s  r e s e a r c h  w h i c h  s t u d i e s  s p e e c h  
a s  s o c i a l  a c t i o n .  C l a r k e  ( 1 9 8 3 )  d e s c r i b e s  c o n v e r s a t i o n  a s  " a  c o n v e n i e n t l y  
c i r c u m s c r i b e d  ' t e s t - c a s e '  f o r  a  g e n e r a l  t h e o r y  o f  a c t i o n "  p 3 .  T h i s  e m p h a s i s  o n  
a n  a c t i o n  c o m p o n e n t  o f  s p o k e n  i n t e r a c t i o n  h a s  l e d  t o  a n a l y s i s  o f  c o n v e r s a t i o n  
w h i c h  s t r e s s e s  t h e  a c t i o n  i n t e n d e d  i n  e a c h  u t t e r a n c e ,  r a t h e r  t h a n  t h e  
l i n g u i s t i c  s t r u c t u r e  o r  t h e  r e l a t i o n s h i p  w h i c h  t h e  u t t e r a n c e  i m p l i e s  e x i s t s  
b e t w e e n  s p e a k e r  a n d  h e a r e r .  T h i s  i n t e r e s t  i n  a c t i o n ,  i n t e n t i o n  a n d  t h e  
i m p l i e d  g o a l s  o f  c o m m u n i c a t i o n  c a n  b e  l i n k e d  t o  a c t i o n s  t h e o r y  ( v o n C r a n a c h
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a n d  H a r r 6 ,  1 9 8 2 ) ,  a l t h o u g h  v o n C r a n a c h ' s  d e f i n i t i o n  o f  g o a l  d i r e c t e d  a c t i o n  i s  
r a t h e r  m o r e  r i g o r o u s  t h a n  t h a t  n o r m a l l y  u s e d .
T h i s  v i e w  o f  c o n v e r s a t i o n  e m p h a s i s e s  t h a t  t h e  p a r t i c i p a n t s  h a v e  
c o n v e r s a t i o n a l  g o a l s  a n d  t h a t  t h e i r  s p e e c h  c a n  b e  v i e w e d  a s  a  s e r i e s  o f  a c t i o n s  
i n t e n d e d  t o  b r i n g  a b o u t  t h a t  g o a l .  T h e  o r g a n i s a t i o n  o f  t h e  c o n v e r s a t i o n  w i l l  
t h e r e f o r e  d e p e n d  p a r t l y  o n  h o w  i n t e r a c t a n t s  g o  a b o u t  a c h i e v i n g  t h e i r  g o a l s ,  
a n d  p a r t l y  o n  w h i c h  a c t i o n s  a r e  p e r m i s s i b l e  i n  c e r t a i n  c o n t e x t s .  T h e  
o v e r w h e l m i n g  m a j o r i t y  o f  e m e r g e n c y  c a l l s  t o  t h e  f i r e  b r i g a d e  h a v e  o n e  
e x p l i c i t  g o a l :  t o  b r i n g  a b o u t  t h e  a t t e n d a n c e  o f  t h e  f i r e  b r i g a d e  a t  a n  i n c i d e n t .  
A c c o r d i n g  t o  t h e  v i e w  o f  c o n v e r s a t i o n  a s  a c t i o n ,  t h i s  g o a l  s h o u l d  i n f l u e n c e  
t h e  s t r u c t u r e  o f  t h e  c o n v e r s a t i o n  a n d  t h e  n a t u r e  o f  t h e  g o a l s  s h o u l d  b e  
r e f l e c t e d  b o t h  i n  t h e  r a n g e  o f  s p e e c h  a c t s  u s e d  a n d  i n  t h e  w a y  t h e y  a r e  u s e d .  
F o r  e x a m p l e ,  i t  w o u l d  b e  e x p e c t e d  t h a t  i n  t h e s e  i n t e r a c t i o n s ,  a s  i n  o t h e r  w h e r e  
t h e  b a s i c  c o m m u n i c a t i v e  g o a l s  a r e  c o o p e r a t i v e  r a t h e r  t h a n  c o m p e t i t i v e ,  t h e  
u s e  o f  t h r e a t s  a n d  i n s u l t s  w o u l d  b e  i n a p p r o p r i a t e  a n d  w o u l d  r u n  c o u n t e r  t o  
t h e  i n t e r a c t a n t s '  g o a l s .  T h e  u s e  o f  t h e s e  a c t s  s h o u l d ,  t h e r e f o r e ,  b e  r a r e .
A t t e m p t s  t o  f i n d  a  g r a m m a r  f o r  s p e e c h  a c t s ,  t h a t  i s ,  a  s e t  o f  r u l e s  a b o u t  w h i c h  
a c t s  a r e  a p p r o p r i a t e  i n  a  g i v e n  c o n t e x t ,  h a v e  h a d  v a r y i n g  d e g r e e s  o f  s u c c e s s  
( C l a r k e ,  1 9 8 3 ) .  I t  i s  k n o w n ,  h o w e v e r ,  t h a t  w h e t h e r  r u l e - b o u n d  o r  n o t ,  g i v e n  
a n y  s i n g l e  a c t ,  t h e r e  a r e  o t h e r  a c t s  m o r e  l i k e l y  t o  f o l l o w  a s  n e x t  a c t  t h a n  w o u l d  
b e  p r e d i c t e d  b y  c h a n c e  ( T h o m a s ,  R o g e r  a n d  B u l l ,  1 9 8 3 ) .
I N F O R M A T I O N  M A N A G E M E N T
I n f o r m a t i o n  m a n a g e m e n t  h a s  s p e c i a l  s i g n i f i c a n c e  i n  t a s k - r e l a t e d  
c o n v e r s a t i o n .  W h i l e  i n f o r m a t i o n  i s  t r a n s m i t t e d  i n  a l l  c o n v e r s a t i o n s ,  t h e  
s i g n i f i c a n c e  o f  t h e  i n f o r m a t i o n  v a r i e s  c o n s i d e r a b l y  a c c o r d i n g  t o  t h e  t y p e  o f  
i n t e r a c t i o n .  I n  p u r e l y  s o c i a l  c o n v e r s a t i o n s ,  i n f o r m a t i o n  p l a y s  a  s e c o n d a r y  
r o l e  t o  t h e  d e v e l o p m e n t  o f  t h e  r e l a t i o n s h i p  b e t w e e n  i n t e r a c t a n t s .  T h e  
c o n t e n t  o f  t h e  i n f o r m a t i o n ,  w h i c h  t o p i c s  a r e  r a i s e d  a n d  t h e  a c c u r a c y  o f  t h e  
t r a n s m i s s i o n ,  a r e  n o t  o f  p r i m e  i m p o r t a n c e .  W h e r e  t h e  p u r p o s e  o f  t h e  
c o n v e r s a t i o n  i s  t o  c o m p l e t e  a  t a s k ,  i n f o r m a t i o n  g a i n s  p r e c e d e n c e  o v e r  s o c i a l  
r e l a t i o n s h i p s .  O b v i o u s l y ,  w h e r e  t h e  s a m e  i n t e r a c t a n t s  w i l l  s p e a k  t o  e a c h
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o t h e r  m a n y  t i m e s ,  r e l a t i o n s h i p s  a r e  i m p o r t a n t .  I n  t h e  c a s e  w h e r e  i n t e r a c t a n t s  
e x p e c t  t o  c o n v e r s e  o n l y  o n c e  t h e  r e l a t i o n s h i p  b e t w e e n  t h e m  i s  a l m o s t  
i r r e l e v a n t .
A n  i m p o r t a n t  e l e m e n t  i n  c o m m u n i c a t i n g  i n f o r m a t i o n  i s  t h a t  i t  s h o u l d  b e  
u n d e r s t o o d .  I n  f a c t ,  w i t h o u t  u n d e r s t a n d i n g ,  i n f o r m a t i o n  d o e s  n o t  e x i s t .  
T h e r e f o r e ,  i n f o r m a t i o n  m u s t  b e  g i v e n  i n  a  f o r m  s u i t a b l e  f o r  c o m p r e h e n s i o n  
b y  t h e  r e c e i v e r .  S i m i l a r l y ,  i f  i n f o r m a t i o n  i s  t o  b e  e l i c i t e d ,  t h a t  e l i c i t a t i o n  m u s t  
b e  f r a m e d  i n  s u c h  a  w a y  t h a t  i t s  r e f e r e n c e  i s  c o m p r e h e n d e d .  P u t  m o r e  
f o r m a l l y ,
" T h e  d e g r e e  o f  u n d e r s t a n d i n g  p o t e n t i a l l y  a c h i e v e d  i n  v e r b a l  
e x c h a n g e s  i s  a  d i r e c t  f u n c t i o n  o f  t h e  d e g r e e  o f  c o n v e r g e n c e  o f  t h e  
i n t e r - a c t i o n a l l y  r e l e v a n t  c o n c e p t s  h e l d  b y  t h e  i n t e r a c t o r s  a n d  
t h e i r  s h a r e d  c o n v e n t i o n s  f o r  e x p r e s s i n g  t h e m . "
K r e c k e l  ( 1 9 8 1 )  p 4  
I n  o t h e r  w o r d s ,  u n d e r s t a n d i n g  d e p e n d s  o n  t h e  c o n v e r g e n c e  o f  t h e  
f r a m e w o r k s  w i t h i n  w h i c h  t h e  t w o  p a r t i e s  a r e  o p e r a t i n g .  T h i s  i s  o n e  s t e p  o n  
f r o m  K e l l y ' s  S o c i a l i t y  C o r o l l a r y  w h e r e  s o c i a l  i n v o l v e m e n t  i s  b a s e d  o n  ' t h e  
e x t e n t  t h a t  o n e  p e r s o n  c o n s t r u e s  t h e  c o n s t r u c t i o n  p r o c e s s e s  o f  a n o t h e r '  ( K e l l y ,  
1 9 6 5 )  a s  t h e  s u g g e s t i o n  i s  t h a t  t h e  s h a r i n g  o f  f r a m e w o r k s  o r  c o n v e n t i o n s  i s  
n e c e s s a r y  a s  w e l l  a s  u n d e r s t a n d i n g .
I n  a  t a s k  o r i e n t e d  c o n v e r s a t i o n  t h e  i n t e r a c t a n t s  a r e  u s i n g  t h e  c o m m o n  
f r a m e w o r k  o f  t h e  t a s k  i n  h a n d .  T h i s  s h o u l d  i n c r e a s e  e a s e  o f  c o m m u n i c a t i o n .  
H o w e v e r ,  t h i s  f r a m e w o r k  w i l l  d e p e n d  o n  e a c h  p e r s o n ' s  u n d e r s t a n d i n g  o f  t h e  
t a s k .  I f  t h e  t w o  p a r t i e s  h a v e  a  d i f f e r e n t  c o n c e p t  o f  t h e  t a s k ,  c o m m u n i c a t i o n  
m a y  s u f f e r .
P r o b a b l y  t h e  s i m p l e s t  w a y  o f  c o n c e p t u a l i s i n g  a  t a s k  i s  a s  a  s e r i e s  o f  s t e p s  
n e c e s s a r y  t o  r e a c h  a  g o a l .  D i f f e r e n t  c o n c e p t s  o f  a  t a s k  w o u l d  t h e r e f o r e  i n c l u d e  
d i f f e r e n t  s e t s  o f  s t e p s .  F o r  t h o s e  s t e p s  h e l d  i n  c o m m o n  c o m m u n i c a t i o n  
w o u l d  b e  e a s y ,  f o r  t h o s e  s t e p s  h e l d  b y  o n l y  o n e  p e r s o n  c o m m u n i c a t i o n  w o u l d  
b e  d i f f i c u l t .
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V i e w i n g  t a s k s  a s  a  s e r i e s  o f  s t e p s  h a s  s o m e  s i m i l a r i t i e s  w i t h  t h e  i d e a  o f  s c r i p t s  
a n d  p l a n s  ( S c h a n k  a n d  A b e l s o n ,  1 9 7 7 ) ,  d e v e l o p e d  i n  a r t i f i c i a l  i n t e l l i g e n c e  t o  
m o d e l  h u m a n  c o g n i t i v e  p r o c e s s i n g .  S c r i p t s  a r e  h e l d  i n  m e m o r y  a n d  c o n t a i n  
i n f o r m a t i o n  a b o u t  f a m i l i a r  s i t u a t i o n s  o r  a c t i v i t i e s ,  f o r  e x a m p l e  g e t t i n g  t o  
w o r k ,  g o i n g  t o  t h e  c i n e m a ,  s u p e r m a r k e t  s h o p p i n g .  S c r i p t s  a r e  b u i l t  u p  
t h r o u g h  t h e  e x p e r i e n c e  o f  c o n s i s t e n c i e s  i n  f r e q u e n t l y  e n c o u n t e r e d  s i t u a t i o n s .  
T h u s  a  s u p e r m a r k e t  s c r i p t  m i g h t  i n c l u d e  d r i v i n g  t o  t h e  c a r  p a r k ,  p a r k i n g ,  
e n t e r i n g  t h e  s u p e r m a r k e t ,  c o l l e c t i o n  o f  a  t r o l l e y  a n d  s o  o n .  S c r i p t s  c a n  b e  
i n d i v i d u a l  j u s t  a s  e x p e r i e n c e s  a r e ,  b u t  b e c a u s e  a  c o m m o n  c u l t u r e  l e a d s  t o  a  
n u m b e r  o f  c o m m o n  e x p e r i e n c e s ,  t h e r e  a r e  a  n u m b e r  o f  s c r i p t s  h e l d  i n  
c o m m o n  a c r o s s  a  c u l t u r e .  O n e  s u c h  s c r i p t  w o u l d  b e  m a k i n g  a  t e l e p h o n e  c a l l :  
d i a l  t h e  n u m b e r ,  s o m e o n e  a n s w e r s ,  a n n o u n c e  y o u r s e l f ,  c o n v e r s e ,  s a y  
g o o d b y e ,  p u t  d o w n  t h e  r e c e i v e r .
S c r i p t s  a r e  o n l y  s u i t a b l e  f o r  s o m e  o c c a s i o n s .  W h e r e  s c r i p t s  d o  n o t  a p p l y ,  o r  
w h e r e  t h e y  d o  n o t  c o n t a i n  e n o u g h  i n f o r m a t i o n ,  p l a n n i n g  s t r u c t u r e s  a r e  u s e d .  
T h e s e  a r e  m o r e  g e n e r a l  a n d  a p p l y  t o  a  n u m b e r  o f  s i t u a t i o n s .  A  s h o p p e r ,  
f o l l o w i n g  a  s u p e r m a r k e t  s c r i p t ,  m a y  d i s c o v e r  t h a t  t h e r e  a r e  n o  t r o l l e y s  
a v a i l a b l e .  S / h e  c o u l d  s i m p l y  s t o p  a n d  w a i t  u n t i l  o n e  t u r n s  u p .  M o r e  l i k e l y ,  
s / h e  w i l l  e i t h e r  s e a r c h  f o r  a  t r o l l e y  ( o u t s i d e  t h e  s t o r e ,  i n  t h e  c a r  p a r k ,  n e a r  t h e  
c a s h  d e s k s )  o r  s u b s t i t u t e  a  b a s k e t .  S e a r c h i n g  a n d  s u b s t i t u t i o n  w o u l d  a l s o  
w o r k  i n  s i t u a t i o n s  o t h e r  t h a n  a  s u p e r m a r k e t .
O f  m o r e  r e l e v a n c e  t o  c o n v e r s a t i o n  m a n a g e m e n t  i s  t h e  s u g g e s t i o n  b y  L e h n e r t  
( 1 9 7 7 )  t h a t  ' s c r i p t a l  w o r l d  k n o w l e d g e '  i s  u s e d  t o  g e n e r a t e  i n f e r e n c e s  a b o u t  t h e  
i n t e n t  o f  a  q u e s t i o n  w h i c h  a r e  n e c e s s a r y  t o  e n a b l e  a n  a n s w e r  t o  t h e  q u e s t i o n  
t o  b e  g e n e r a t e d .  F o r  e x a m p l e ,  i f  a  c u s t o m e r  a s k s  a  B r i t i s h  R a i l  g u a r d  t h e  
q u e s t i o n  " C a n  I  g e t  a  t r a i n  t o  W a t e r l o o  f r o m  h e r e ? " ,  t h e  g u a r d  m u s t  i n f e r  t h a t  
t h i s  i s  n o t  a  p u r e  i n f o r m a t i o n  q u e s t i o n  r e q u i r i n g  a  y e s  o r  n o  a n s w e r .  S / h e  
m u s t  i n f e r  t h a t  t h e  p a s s e n g e r  w a n t s  t o  g e t  t o  W a t e r l o o  a n d  t h a t  t h e  a n s w e r  t o  
t h e  q u e s t i o n  s h o u l d  c o n t a i n  t h i s  i n f o r m a t i o n .  I f  t h i s  m o d e l  o f  q u e s t i o n  
a n s w e r i n g  i s  c o r r e c t ,  q u e s t i o n s  w h i c h  a d d r e s s  p a r t s  o f  a  s c r i p t  s h o u l d  b e  e a s i e r  
t o  a n s w e r  t h a n  t h o s e  " o f f "  t h e  s c r i p t .
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A l t h o u g h  s c r i p t s  w e r e  o r i g i n a l l y  p r o p o s e d  t o  r e f e r  t o  f r e q u e n t l y  e n c o u n t e r e d  
s i t u a t i o n s  i t  i s  p o s s i b l e  t h a t  p e o p l e  m a y  h a v e  o u t l i n e  s c r i p t s  f o r  s i t u a t i o n s  
t h e y  h a v e  n o t  e n c o u n t e r e d  t h e m s e l v e s ,  b u t  w h i c h  a r e  w e l l  r e p r e s e n t e d  i n  
t h e i r  c u l t u r e .  E x a m p l e s  o f  s u c h  s i t u a t i o n s  m i g h t  b e  c o u r t - r o o m  t r i a l s ,  n u c l e a r  
a t t a c k ,  b e i n g  a r r e s t e d  a n d ,  p o s s i b l y ,  m a k i n g  a  9 9 9  c a l l .  A s  t h e s e  o u t l i n e  s c r i p t s  
a r e  n o t  b a s e d  o n  p e r s o n a l  e x p e r i e n c e  t h e y  m a y  b e  f r a g m e n t a r y ,  s i m p l e ,  e v e n  
i n a p p r o p r i a t e .  T h e i r  e x i s t e n c e  w o u l d  m e a n  t h a t  s o m e  e v e n t s  i n  t h e s e  
s i t u a t i o n s  w o u l d  b e  e x p e c t e d ,  a l l o w i n g  i n f e r e n c e s  t o  b e  d r a w n  f r o m  ' s c r i p t a l  
w o r l d  k n o w l e d g e 7 ,  w h i l e  s o m e  e v e n t s  w o u l d  b e  u n e x p e c t e d  a n d  w o u l d  n e e d  
t o  b e  d e a l t  w i t h  i n  a  d i f f e r e n t  w a y .
T h e  i n f e r e n c e  t o  b e  d r a w n  f r o m  t h i s  d i s c u s s i o n  o f  c o m m u n i c a t i o n  a n d  s c r i p t s  
i s  s i m p l y  t h a t  a l l  i n f o r m a t i o n  i s  n o t  t h e  s a m e  a n d  t h e r e f o r e  m a y  n o t  b e  
t r e a t e d  i n  t h e  s a m e  w a y .  P a r t i c u l a r l y ,  e x p e c t e d  a n d  u n e x p e c t e d  i n f o r m a t i o n  
m a y  n e e d  t o  b e  h a n d l e d  i n  q u i t e  d i f f e r e n t  w a y s .
E a c h  o f  t h e  t h r e e  t y p e s  o f  c o n v e r s a t i o n a l  m a n a g e m e n t  h a s  d i f f e r e n t  
i m p l i c a t i o n s  f o r  t h e  s t u d y  o f  c o n t r o l .  O f  t h e  t h r e e ,  t h e  m o s t  e x t e n s i v e  
l i t e r a t u r e  c o n c e r n s  t u r n  m a n a g e m e n t  a n d ,  i n  p a r t i c u l a r ,  i s s u e s  o f  c o n t r o l  a n d  
d o m i n a n c e  i n  t u r n  m a n a g e m e n t .  T h e s e  w i l l  n o w  b e  d i s c u s s e d .
T U R N  M A N A G E M E N T  A N D  C O N T R O L
I n  f a c t ,  m o s t  s t u d i e s  o f  i n t e r a c t i o n  c o n s i d e r  c o n t r o l  i n  t h e  s e n s e  o f  
d o m i n a n c e .  A n  i n t e r a c t a n t  c a n  b e  c o n s i d e r e d  d o m i n a n t  f o r  t h r e e  r e a s o n s ;  
d o m i n a n c e  c a n  b e  a  p e r s o n a l i t y  t r a i t ,  w i t h  t h e  p e r s o n a l i t y  o f  t h e  s p e a k e r  
a f f e c t i n g  t h e i r  s p e e c h  s t y l e ;  d o m i n a n c e  c a n  b e  a  c o n c o m i t a n t  o f  s t a t u s ,  a n d  
t h i r d  d o m i n a n c e  c a n  c o m e  a b o u t  b e c a u s e  o f  t h e  r o l e s  t h e  i n t e r a c t a n t s  h a v e .
I n  a l l  t h e s e  c a s e s  d o m i n a n c e  i s  u s e d  r a t h e r  t h a n  c o n t r o l ,  b e c a u s e  t h e  
i m p l i c a t i o n  i s  t h a t  t h e  c o n t r o l  e x e r t e d ,  b y  t h e  p e r s o n  o f  h i g h e r  s t a t u s ,  w i l l  b e  
t o w a r d  t h a t  p e r s o n  p r o d u c i n g  m o r e  t h a n  t h e i r  f a i r  s h a r e  o f  t h e  c o n v e r s a t i o n  
e i t h e r  i n  s p e e c h  o r  i n  t o p i c s .
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B e c a u s e  o f  t h e  e x t e n t  o f  w o r k  d o n e  i n  t h i s  a r e a  t h e s e  t h r e e  a s p e c t s  o f  
d o m i n a n c e  w i l l  b e  c o n s i d e r e d  i n  t u r n .
D o m i n a n c e  a s  a t r a i t  o r  s o c i o - s e x u a l  a t t r i b u t e
D o m i n a n c e  c a n  b e  s e e n  a s  a  m e a s u r a b l e  p e r s o n a l i t y  t r a i t ,  i n d e p e n d e n t  o f  a  
p e r s o n ' s  s t a t u s .  T h e  r e s e a r c h  c a n  t h e n  l o o k  a t  t h e  c o r r e l a t e s  o f  t h i s  t r a i t  i n  
i n t e r a c t i v e  b e h a v i o u r s .  O n e  s u c h  c o r r e l a t e  i s  t h e  r e l a t i v e  a m o u n t  o f  t i m e  
s p e n t  t a l k i n g  o r  h o l d i n g  t h e  f l o o r .  T h e  h y p o t h e s i s  i s  t h a t  m o r e  d o m i n a n t  
i n d i v i d u a l s  w i l l  t a k e  u p  m o r e  o f  t h e  a v a i l a b l e  i n t e r a c t i o n  s p a c e .  A  c o r o l l a r y  
o f  t h i s  h y p o t h e s i s  i s  t h a t  m o r e  d o m i n a n t  s p e a k e r s  w i l l  i n t e r r u p t  t h e i r  p a r t n e r  
m o r e  a s  a  s t r a t e g y  t o  g a i n  c o n t r o l  o f  t h e  f l o o r .
F a r i n a  ( 1 9 6 0 )  u s e d  i n t e r a c t i v e  b e h a v i o u r s  a s  i n d i c e s  o f  d o m i n a n c e  i n  o r d e r  t o  
p r o d u c e  m e a s u r e s  o f  p e r s o n a l i t y  d o m i n a n c e  w h i c h  c o u l d  b e  a s s e s s e d  
u n o b t r u s i v e l y  i n  a  c l i n i c a l  s e t t i n g .  T h e  a i m  o f  t h i s  s t u d y  w a s  t o  e x a m i n e  t h e  
r e l a t i o n s h i p  b e t w e e n  t h e  s e x  o f  t h e  d o m i n a n t  p a r e n t  i n  a  f a m i l y  a n d  t h e  p r e -  
m o r b i d  a d j u s t m e n t  o f  a  s c h i z o p h r e n i c  s o n .  T h e o r y  s u g g e s t e d  t h a t  p a t i e n t s  
w h o  s h o w e d  p o o r  p r e - m o r b i d  a d j u s t m e n t  c a m e  f r o m  m o t h e r  d o m i n a t e d  
f a m i l i e s .
S e v e n  m e a s u r e s  o f  i n t e r a c t i v e  d o m i n a n c e  w e r e  u s e d ;  s p e a k s  f i r s t ,  s p e a k s  l a s t ,  
t h e  t o t a l  o f  s p e a k i n g  f i r s t  a n d  l a s t ,  p a s s i v e  a c c e p t a n c e  o f  s o l u t i o n s ,  t o t a l  t i m e  
s p e a k i n g ,  h o w  m u c h  a  p a r e n t  y i e l d e d  f r o m  t h e i r  m o s t  e x t r e m e  s o l u t i o n  a n d  
h o w  m u c h  a  p a r e n t  y i e l d e d  f r o m  t h e i r  l e a s t  e x t r e m e  s o l u t i o n .  F o r  e a c h  o f  
t h e s e  i n d i c e s  a  s i g n i f i c a n t  d i f f e r e n c e  w a s  f o u n d  b e t w e e n  p a r e n t s  o f  g o o d  a n d  
p o o r  p a t i e n t s ,  t h o u g h  n o  s i g n i f i c a n t  d i f f e r e n c e s  w e r e  f o u n d  b e t w e e n  t h e  
p a r e n t s  o f  p o o r  p a t i e n t s  a n d  a  c o n t r o l  g r o u p  o f  p a r e n t s  o f  t u b e r c u l o s i s  
p a t i e n t s .  F a r i n a  i n c l u d e d  s i m u l t a n e o u s  s p e e c h  a n d  i n t e r r u p t i o n s  a s  a  
m e a s u r e  o f  c o n f l i c t  r a t h e r  t h a n  d o m i n a n c e .  W h i l e  t h e r e  w e r e  n o  s i g n i f i c a n t  
d i f f e r e n c e s  i n  t h e  f r e q u e n c y  o f  s i m u l t a n e o u s  s p e e c h ,  t h e  p a r e n t s  o f  
s c h i z o p h r e n i c  p a t i e n t s  a n d  p a r t i c u l a r l y  p o o r  p r e - m o r b i d  p a t i e n t s  u s e d  m o r e  
i n t e r r u p t i o n s  t h a n  t h e  c o n t r o l  s a m p l e .
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I t  s e e m s  t h e r e f o r e  t h a t  m e a s u r e s  s u c h  a s  t h e  t i m e  s p e n t  s p e a k i n g  a n d  
i n t e r r u p t i o n s  c a n  b e  u s e d  a s  m e a s u r e s  o f  d o m i n a n c e  o r  c o n f l i c t .  H o w e v e r ,  
t h e  p e r s o n a l i t y  d o m i n a n c e  o f  t h e  i n t e r a c t a n t s  w a s  n o t  a s s e s s e d .  T h e  
r e l a t i o n s h i p  b e t w e e n  p e r s o n a l i t y  m e a s u r e s  a n d  b e h a v i o u r a l  m e a s u r e s  o f  
d o m i n a n c e  t e n d  t o  b e  s t u d i e d  i n  l a b o r a t o r y  s e t t i n g s .
R o g e r s  a n d  J o n e s  ( 1 9 7 5 )  p a i r e d  a  h i g h  d o m i n a n c e  S  w i t h  a  l o w  d o m i n a n c e  S ,  
a s  m e a s u r e d  o n  L i k e r t - t y p e  s c a l e s  a d a p t e d  f r o m  t h e  C a t t e l l  p e r s o n a l i t y  
i n v e n t o r y ,  ( C a t t e l l  a n d  S t i c e ,  1 9 6 2 )  p r o d u c i n g  1 8  d y a d s .  T h e  d y a d s  w e r e  t h e n  
g i v e n  1 5  m i n u t e s  t o  c o m p l e t e  a  c o o p e r a t i v e  p r o b l e m - s o l v i n g  t a s k ,  d i s c u s s i n g  
a  c a m p u s  p r o b l e m  a n d  p r o d u c i n g  a  s o l u t i o n .  T h e  d i a l o g u e  w a s  s c o r e d  f o r  t h e  
l e n g t h  o f  t i m e  e a c h  i n t e r a c t a n t  w a s  t h e  s o l e  s p e a k e r  a n d  f o r  t h e  n u m b e r  o f  
i n s t a n c e s  o f  s i m u l t a n e o u s  s p e e c h ,  n o t  i n c l u d i n g  a n y t h i n g  w h i c h  c o u l d  b e  
c o u n t e d  a s  ' b a c k - c h a n n e l  r e s p o n s e s '  o r  ' l i s t e n e r  b e h a v i o u r s ' .  T h o s e  w i t h  
h i g h e r  d o m i n a n c e  s c o r e s  h e l d  t h e  f l o o r  m o r e  a n d  a t t e m p t e d  m o r e  
i n t e r r u p t i o n s  t h a n  t h e i r  l o w  d o m i n a n c e  p a r t n e r s .  H o w e v e r ,  b o t h  h i g h  a n d  
l o w  d o m i n a n c e  s p e a k e r s  t e n d e d  t o  g i v e  i n  w h e n  t h e y  w e r e  i n t e r r u p t e d ,  
a l t h o u g h  t h e r e  w a s  a  n o n - s i g n i f i c a n t  t e n d e n c y  f o r  h i g h  d o m i n a n c e  s p e a k e r s  
t o  h a v e  m o r e  s u c c e s s f u l  i n t e r r u p t i o n s .  T h e r e f o r e ,  a l t h o u g h  t h e  h i g h  
d o m i n a n c e  p a r t i e s  h e l d  t h e  f l o o r  m o r e ,  t h e y  p r e s u m a b l y  u s e d  s t r a t e g i e s  o t h e r  
t h a n  i n t e r r u p t i o n  t o  d o  s o .  S i n c e  t h e  n u m b e r  o f  t u r n s  i n  a n  i n t e r a c t i o n  i s  
a l w a y s  t h e  s a m e  f o r  b o t h  p a r t i e s ,  h i g h  d o m i n a n c e  S s  m u s t  h a v e  h a d  l o n g e r  
t u r n s  a t  s p e a k i n g .  A s  t h e r e  i s  n o  c o m p a r i s o n  s e t  o f  e q u a l l y  m a t c h e d  p a i r s  i t  i s  
i m p o s s i b l e  t o  t e l l  w h e t h e r  t h i s  w a s  a c h i e v e d  b y  r e t a i n i n g  t h e  f l o o r ,  r e g a i n i n g  
t h e  f l o o r  a f t e r  a  s h o r t  t u r n  b y  t h e  l o w  d o m i n a n c e  p a r t y  o r  b y  a  c o m b i n a t i o n  o f  
b o t h .
I t  w o u l d  a p p e a r ,  t h e r e f o r e  t h a t  w h i l e  p e r s o n a l i t y  d o m i n a n c e  m a y  b e  r e l a t e d  t o  
t h e  l e n g t h  o f  t i m e  s p e n t  s p e a k i n g ,  a  s i m p l e  m e a s u r e  o f  i n t e r r u p t i o n  m a y  n o t .  
F e r g u s o n  ( 1 9 7 7 )  a d d r e s s e d  t h e  i s s u e  o f  w h e t h e r  a l l  t y p e s  o f  i n t e r r u p t i o n s  w e r e  
e q u a l l y  d o m i n a n t .  F o u r  d i s t i n c t  t y p e s  o f  i n t e r r u p t i o n  w e r e  i d e n t i f i e d :  s i m p l e  
i n t e r r u p t i o n s  w h e r e  t h e r e  i s  s i m u l t a n e o u s  s p e e c h  a n d  t h e  f i r s t  s p e a k e r  d o e s  
n o t  c o m p l e t e  t h e i r  u t t e r a n c e ;  o v e r l a p s  w h i c h  h a v e  s i m u l t a n e o u s  s p e e c h  b u t  
t h e  f i r s t  s p e a k e r  c o m p l e t e s  t h e i r  u t t e r a n c e ;  b u t t i n g - i n  i n t e r r u p t i o n s  w h e r e
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t h e r e  i s  s i m u l t a n e o u s  s p e e c h  b u t  t h e  i n t e r r u p t e r  d o e s  n o t  g a i n  t h e  f l o o r  a n d  
s i l e n t  i n t e r r u p t i o n s  w h e r e  t h e r e  i s  n o  s i m u l t a n e o u s  s p e e c h  a n d  t h e  f i r s t  
s p e a k e r  d o e s  n o t  c o m p l e t e  t h e i r  u t t e r a n c e .  F e r g u s o n  u s e d  b o t h  s e l f  r a t e d  
m e a s u r e s  o f  d o m i n a n c e ,  T h e  P e r s o n a l  S t y l e  q u e s t i o n n a i r e ,  ( C  B r a n d ,  1 9 7 2 )  
w h i c h  u s e s  i t e m s  f r o m  C a t e l l ' s  1 6  P F  ( C a t t e l l  a n d  S t i c e ,  1 9 6 2 )  a n d  a  r a t i n g ,  
f r o m  0  t o  9  o f  t h e  p a r t n e r ' s  d o m i n a n c e ,  b o s s i n e s s  a n d  a g g r e s s i v e n e s s  i n  
c o n v e r s a t i o n s .  O n l y  o v e r l a p s  a n d  s i l e n t  i n t e r r u p t i o n s  c o r r e l a t e d  s i g n i f i c a n t l y  
w i t h  t h e  d o m i n a n c e  m e a s u r e s ,  w i t h  o v e r l a p s  c o r r e l a t e d  t o  t h e  p e r s o n a l i t y  
q u e s t i o n n a i r e  m e a s u r e  a n d  s i l e n t  i n t e r r u p t i o n s  c o r r e l a t i n g  w i t h  r a t i n g s  o f  
d o m i n a n c e .  S u p p o r t i v e  e v i d e n c e  c o m e s  f r o m  a  s t u d y  o f  u n i v e r s i t y  t u t o r i a l  
g r o u p s  ( B e a t t i e ,  1 9 8 1 a ) .  H e r e  d o m i n a n c e  w a s ,  h o w e v e r ,  s e e n  a s  a n  o u t c o m e  
o f  t h e  r o l e  o f  t h e  p a r t i c i p a n t s  r a t h e r  t h a n  o f  p e r s o n a l i t y  t r a i t s .  A l t h o u g h  
s t u d e n t s  i n t e r r u p t e d  t u t o r s  m o r e  f r e q u e n t l y  t h a n  t u t o r s  d i d  s t u d e n t s ,  s t u d e n t s  
u s e d  s i m p l e  i n t e r r u p t i o n s  a n d  t u t o r s  u s e d  o v e r l a p s .  B e a t t i e  s u g g e s t s  t h a t  
s t u d e n t s  i n t e r r u p t  b o t h  t h e  t u t o r  a n d  o t h e r  s t u d e n t s  b e c a u s e  i t  w o u l d  b e  
d i f f i c u l t  o t h e r w i s e  t o  g a i n  t h e  f l o o r .  E v e n  s o ,  s t u d e n t s  u s e  a  f o r m  o f  
i n t e r r u p t i o n  w h i c h  m a y  s e e m  i n t u i t i v e l y  t o  b e  d o m i n a n t ,  b u t  w h i c h  
F e r g u s o n  f o u n d  w a s  n o t  r e l a t e d  t o  i n d e p e n d e n t  d o m i n a n c e  m e a s u r e s ,  w h i l e  
t u t o r s  u s e  o n e  o f  F e r g u s o n ' s  d o m i n a n t  t y p e s ,  o v e r l a p p i n g  i n t e r r u p t i o n s .  A s  
B e a t t i e  ( 1 9 8 3 )  p o i n t s  o u t ,  o v e r l a p s  h a v e  t h e  e f f e c t  o f  n o t  a l l o w i n g  t h e  s t u d e n t  
t o  c o m e  t o  t h e i r  o w n  c o n c l u s i o n ,  a s  t h i s  i s  p r o v i d e d  b y  t h e  t u t o r .
O n e  p r o b l e m  w i t h  t h e  c o d i n g  o f  s i l e n t  i n t e r r u p t i o n s  a n d  o v e r l a p s  i s  t h a t  t h e  
a s s u m p t i o n  m u s t  b e  m a d e  t h a t  t h e  s p e a k e r  i n t e n d e d  f i n i s h i n g  h i s  u t t e r a n c e  
i n  t h e  f i r s t  c a s e ,  a n d  i n t e n d e d  t o  c a r r y  o n  a f t e r  t h e  n e x t  t r a n s i t i o n  r e l e v a n c e  
p l a c e  i n  t h e  s e c o n d .  A s  s p o k e n  d i a l o g u e  i s  i n h e r e n t l y  u n g r a m m a t i c a l  i t  i s  
d i f f i c u l t  t o  j u s t i f y  a n  a s s u m p t i o n  t h a t  a  p e r s o n  s t a r t i n g  a  s e n t e n c e  i n t e n d s  t o  
c o n t i n u e  s p e a k i n g  u n t i l  c o m p l e t i o n ,  o r  t h a t  t h e  i n t e n t i o n  i s  s u s t a i n e d  
t h r o u g h o u t  t h e i r  t u r n .  I f  o n e  s p e a k e r  t r a i l s  o f f  d u r i n g  h i s  t u r n ,  e n d i n g  m i d  
c l a u s e  b u t  w i t h  a n  u n f i l l e d  p a u s e ,  t h e  t u r n  w o u l d  n o r m a l l y  p a s s  t o  h i s  
p a r t n e r  w i t h o u t  t h e  p a r t i c i p a n t s  f e e l i n g  t h a t  t h i s  c o n s t i t u t e d  a n  i n t e r r u p t i o n .  
S i m i l a r l y  a n  o v e r l a p  i s  o n l y  a n  i n t e r r u p t i o n  i f  t h e  s p e a k e r  i s  n o t  a l l o w e d  t o  
c o m p l e t e  h i s  p o i n t  ( M u r r a y  1 9 8 5 ) .
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S e x ,  d o m i n a n c e ,  p o w e r  a n d  c o n t r o l
W h i l e  s t a t u s  c a n  b e  c o n f e r r e d  b e c a u s e  o f  r o l e ,  a s  i n  t h e  e x a m p l e  o f  t u t o r s  v s  
s t u d e n t s ,  r e l a t i v e  s t a t u s  m a y  a l s o  d e p e n d  o n  c e r t a i n  p e r s o n a l  a t t r i b u t e s  s u c h  
a s  s e x ,  s k i n  c o l o u r ,  s o c i a l  c l a s s ,  i m m i g r a n t  s t a t u s  o r  e d u c a t i o n .  M e n  a r e  
c o n s i d e r e d  h i g h e r  s t a t u s  t h a n  w o m e n ,  w h i t e s  t h a n  c o l o u r e d s  a n d  s o  o n .  W e  
m a y  e x p e c t  t h a t  t h i s  s t a t u s ,  o r  p o t e n t i a l  d o m i n a n c e  w i l l  b e  r e f l e c t e d  i n  
i n t e r a c t i o n s  b e t w e e n  m e m b e r s  o f  h i g h  a n d  l o w  s t a t u s  g r o u p s .
T h e  e x a m p l e  o f  s e x  d i f f e r e n c e s  i s  i n t e r e s t i n g  b e c a u s e  i n t e r a c t i o n a l  i n e q u a l i t i e s  
m a y  b e  d u e  b o t h  t o  t h e  r e l a t i v e  p o s i t i o n s  o f  m e n  a n d  w o m e n  i n  s o c i e t y  a n d  t o  
t h e  f a c t  t h a t  t h e  p e r s o n a l i t y  t r a i t s  o f  d o m i n a n c e  a n d  a g g r e s s i o n  a r e  a t  l e a s t  
m o r e  a c c e p t a b l e  i n  m e n  i f  n o t  m o r e  p r e v a l e n t .  T h e  d e b a t e  a b o u t  w h e t h e r  
p e r s o n a l i t y  d i f f e r e n c e s  i n  t h e  s e x e s  a r e  d u e  t o  b i o l o g y  o r  t o  u p b r i n g i n g  i s  n o t  
r e l e v a n t  i n  t h e  p r e s e n t  c o n t e x t  a n d  w i l l  n o t  b e  p u r s u e d  h e r e .  H o w e v e r ,  i f  o n e  
s e x  i s  a s s u m e d  t o  b e  n a t u r a l l y  m o r e  d o m i n a n t  a n d  a l s o  t o  b e  o f  h i g h e r  s t a t u s ,  
t h e n  t h e  l i k e l i h o o d  o f  t h a t  s e x  u s i n g  m o r e  d o m i n a n t  i n t e r a c t i o n a l  
b e h a v i o u r s  i s  i n c r e a s e d .
I n t e r a c t i o n a l  s p a c e
E a r l y  r e s e a r c h  i n t o  s e x  d i f f e r e n c e s  c o n c e n t r a t e d  o n  e x p l o d i n g  m y t h s  a n d  
p r o v i d i n g  s i m p l e  e x a m p l e s  o f  m a l e  d o m i n a n c e  i n  c o n v e r s a t i o n .  O n e  s u c h  
e x a m p l e  w a s  t h e  d i s t r i b u t i o n  o f  s p e e c h  i n  c r o s s - s e x  c o n v e r s a t i o n s .  A  n u m b e r  
o f  s t u d i e s ,  n o t  a l l  c a r r i e d  o u t  b y  f e m i n i s t s ,  s h o w e d  t h a t  m e n  s p o k e  m o r e  t h a n  
w o m e n  i n  m i x e d  c o n v e r s a t i o n s  ( A r g y l e ,  L a l l j e e  a n d  C o o k ,  1 9 6 8 ;  B e r n a r d ,
1 9 7 2 ;  D u n c a n  a n d  F i s k e ,  1 9 7 7 ;  E a k i n s  a n d  E a k i n s ,  1 9 7 6 ;  K e n k e l ,  1 9 6 3 ;  
S t r o d t b e c k ,  1 9 7 5 ,  S t r o d t b e c k  a n d  M a n n ,  1 9 5 6 ;  S t r o d t b e c k ,  J a m e s  a n d  H a w k i n s ,  
1 9 5 6 ,  S w a c k e r ,  1 9 7 6 ) .  T h i s  t a k i n g  u p  o f  m o r e  c o n v e r s a t i o n a l  s p a c e  c a n  b e  s e e n  
a s  t h e  v e r b a l  e q u i v a l e n t  o f  m e n ' s  t e n d e n c y  t o  t a k e  u p  m o r e  p h y s i c a l  s p a c e  b y  
a d o p t i n g  o p e n  p o s t u r e s  ( e l b o w s  o u t ,  k n e e s  o u t ,  l e g s  s t r e t c h e d )  w h e r e a s  
w o m e n  d i s p l a y  m o r e  c l o s e d  p o s t u r e s  w i t h  l i m b s  c l o s e  t o g e t h e r  a n d  a r m s  c l o s e  
t o  t h e  b o d y  ( P e t e r s o n ,  1 9 7 5 ;  W e x ,  1 9 7 9 ) .
T a k i n g  u p  m o r e  s p a c e ,  v e r b a l l y  o r  p h y s i c a l l y ,  m a y  b e  s e e n  a s  a n  e x p r e s s i o n  o f  
m a l e  d o m i n a n c e .  H o w e v e r ,  n o  d i f f e r e n c e  i n  a m o u n t  o f  t a l k  h a s  b e e n  f o u n d
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i n  s o m e  s t u d i e s  ( H i r s c h m a n ,  1 9 7 3 , 1 9 7 4 ;  S h a w  a n d  S a d l e r ,  1 9 6 5 ) .  J o s e ,  C r o s b y  
a n d  W o n g - M c C a r t h y  ( 1 9 8 0 )  f o u n d  n o  r e l a t i o n s h i p  b e t w e e n  a m o u n t  o f  t a l k  
a n d  s e x  r o l e  a s  m e a s u r e d  o n  t h e  B e r n  S e x  R o l e s  I n v e n t o r y .  S e x  m a y  i n t e r a c t  
w i t h  o t h e r  a s p e c t s  o f  t h e  c o n v e r s a t i o n a l  s i t u a t i o n .  F o r  e x a m p l e ,  H e r s h e y  a n d  
W e r n e r  ( 1 9 7 5 )  f o u n d  t h a t  f e m i n i s t  w i v e s  t a l k e d  m o r e  t h a n  t h e i r  h u s b a n d s ,  
w h e r e a s  n o n - f e m i n i s t  w i v e s  s p o k e  l e s s .  L e e t - P e l l e g r i n i  ( 1 9 8 0 )  f o u n d  a n  
i n t e r a c t i o n  b e t w e e n  s e x  a n d  e x p e r t i s e  w i t h  w o m e n  e x p e r t s  r e l y i n g  o n  
s o l i d a r i t y  a n d  m a l e  e x p e r t s  o n  p o w e r .  S h e  f o u n d  t h a t  m a l e  e x p e r t s  t a l k e d  
m o r e  t h a n  f e m a l e  e x p e r t s .  A s k i n s a s  ( 1 9 7 1 )  f o u n d  t h a t  w o m e n  t a l k e d  m o r e  
t h a n  m e n  i n  g r o u p s  f r o m  m i x e d  s e x  h o u s i n g ,  b u t  n o t  i n  g r o u p s  f r o m  s i n g l e  
s e x  h o u s i n g .
I n t e r r u p t i o n s
T h e  s i t u a t i o n  w i t h  r e g a r d  t o  i n t e r r u p t i o n s  i s  e v e n  m o r e  c o m p l e x .  A  n u m b e r  
o f  s t u d i e s  h a v e  f o u n d  t h a t  m a l e s  i n t e r r u p t  f e m a l e s  m o r e  t h a n  v i c e  v e r s a  
( A r g y l e ,  L a l l j e e  a n d  C o o k ,  1 9 6 8 ;  E a k i n s  a n d  E a k i n s ,  1 9 7 6 ;  E s p o s i t o ,  1 9 7 9 ;  
M c M i l l a n ,  C l i f t o n ,  M c G r a t h  a n d  G a l e ,  1 9 7 7 ;  N a t a l e ,  E n t i n  a n d  J a f f e ,  1 9 7 9 ;  
O c t i g a n  a n d  N i e d e r m a n ,  1 9 7 9 ;  W e s t ,  1 9 7 9 ;  W i l l i s  a n d  W i l l i a m s ,  1 9 7 6 ;  a n d  
Z i m m e r m a n  a n d  W e s t ,  1 9 7 5 ) .  Z i m m e r m a n  a n d  W e s t  ( 1 9 7 5 )  c o v e r t l y  
r e c o r d e d  3 1  t w o - p a r t y  c o n v e r s a t i o n s  i n  p u b l i c  p l a c e s .  T h e y  f o u n d  t h a t  i n  
m i x e d - s e x  c o n v e r s a t i o n s  m e n  i n i t i a t e d  9 6 %  o f  a l l  i n t e r r u p t i o n s .  T h i s  f i n d i n g  
w a s  c o r r o b o r a t e d  i n  a  l a b o r a t o r y  s t u d y  o f  5  m i x e d - s e x  d y a d s  ( W e s t ,  1 9 7 9 )  
w h e r e  7 5 %  o f  d e e p  i n t e r r u p t i o n s  w e r e  i n i t i a t e d  b y  m e n .  D e e p  i n t e r r u p t i o n s  
w e r e  d e f i n e d  a s  t h o s e  o c c u r r i n g  " m o r e  t h a n  t w o  s y l l a b l e s  a w a y  f r o m  a  
t e r m i n a l  b o u n d a r y  o f  a  p o s s i b l e  c o m p l e t i o n  p o i n t "  ( p 8 2 ) ,  s o  a s  t o  d i s t i n g u i s h  
b e t w e e n  e r r o r s  i n  t h e  t i m i n g  o f  s p e a k e r  s w i t c h  a n d  i n t e n t i o n a l  i n t e r r u p t i o n .  
I n  t h i s  s t u d y  t h e  r e s p o n s e s  o f  c o n v e r s a t i o n a l i s t s  t o  i n t e r r u p t i o n  w e r e  a l s o  
s t u d i e d  a n d  i t  w a s  f o u n d  t h a t  w h i l e  b o t h  m e n  a n d  w o m e n  t e n d e d  t o  y i e l d  t h e  
f l o o r  w h e n  i n t e r r u p t e d  t h e  t e n d e n c y  t o  d o  s o  w a s  l e s s  p r o n o u n c e d  f o r  
w o m e n ,  s u g g e s t i n g  t h a t  w o m e n  d o  n o t  ' i n v i t e '  i n t e r r u p t i o n  b y  t h e i r  
t o l e r a n c e .
G r i e f  ( 1 9 8 0 )  f o u n d  t h a t  f a t h e r s  w e r e  m o r e  l i k e l y  t h a n  m o t h e r s  t o  i n t e r r u p t  
a n d  e n g a g e  i n  s i m u l t a n e o u s  s p e e c h  w i t h  t h e i r  c h i l d r e n  a n d  b o t h  p a r e n t s  w e r e
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m o r e  l i k e l y  t o  i n t e r r u p t  t h e i r  d a u g h t e r s ,  a l t h o u g h  t h e r e  w e r e  n o  d i f f e r e n c e s  
i n  t h e  c h i l d r e n ' s  u s e  o f  i n t e r r u p t i o n .
W e s t  a n d  Z i m m e r m a n  ( 1 9 7 7 )  f o u n d  t h a t  i n  a  d o c t o r ' s  s u r g e r y ,  w i t h  d o c t o r ,  
m o t h e r  a n d  c h i l d  p r e s e n t ,  8 6 %  o f  a l l  i n t e r r u p t i o n s  w e r e  b y  a n  a d u l t .  W e s t  
c o m p a r e s  t h i s  f i n d i n g  w i t h  t h e  p r e v i o u s  s t u d y  o f  m a l e - f e m a l e  i n t e r r u p t i o n .  
S h e  c l a i m s  t h a t  i n t e r r u p t i o n s  a r e  d o m i n a n t  i n  t h r e e  w a y s .  F i r s t l y ,  t h e  
i n t e r r u p t i o n s  t e n d  t o  o c c u r  w h e n  t h e  w o m a n  o r  c h i l d  i s  e n g a g e d  i n  
p o t e n t i a l l y  p r o b l e m a t i c  b e h a v i o u r ,  r e f u s i n g  t o  h a v e  i n j e c t i o n s  i n  t h e  c a s e  o f  
a d u l t - c h i l d  i n t e r a c t i o n  o r  l e a f i n g  t h r o u g h  t h e  m a n ' s  n o t e b o o k  i n  a d u l t - a d u l t  
c o n v e r s a t i o n .  S e c o n d l y ,  i n t e r r u p t i o n s  c a n  b e  u s e d  t o  m a n a g e  t h e  
c o n v e r s a t i o n .  T h i r d l y ,  t h e y  c o n s t i t u t e  a  d i s p l a y  o f  d o m i n a n c e ,  b o t h  t o  t h e  
i n t e r a c t a n t  a n d  t o  a n y  t h i r d - p a r t y  w i t n e s s e s .  W h i l e  i n t e r e s t i n g ,  t h e s e  c l a i m s  
a r e  b a s e d ,  a s  W e s t  a d m i t s ,  o n  s u g g e s t i v e  f i n d i n g s  f r o m  v e r y  s m a l l  s a m p l e s  
( f i v e  i n t e r a c t i o n s  i n  t h e  c a s e  o f  t h e  a d u l t - c h i l d  s t u d y ) .
J o s e ,  C r o s b y  a n d  W o n g - M c C a r t h y  ( 1 9 8 0 ) ,  B e a t t i e  ( 1 9 8 1 a )  R o g e r s  a n d  J o n e s  
( 1 9 7 5 )  a n d  R o g e r  a n d  S c h u m a c h e r  ( 1 9 8 3 )  f o u n d  n o  s e x  d i f f e r e n c e s  i n  
i n t e r r u p t i o n s .
H i r s c h m a n  ( 1 9 7 3 )  i n  a  p a r a l l e l  t o  E d e l s k y ' s  ( 1 9 8 1 )  f i n d i n g  o f  t h e  m u l t i - p a r t y  
f l o o r  f o u n d  t h a t  i n  a  s m a l l  s a m p l e  o f  d y a d s ,  t w o  w o m e n  i n t e r r u p t e d  e a c h  
o t h e r  m o r e  t h a n  a n y  o t h e r  p a i r  a n d  t h a t  t h e s e  i n t e r r u p t i o n s  t e n d e d  t o  b e  
e l a b o r a t i o n s  o f  t h e  o t h e r s  u t t e r a n c e .  O f s h e  ( 1 9 8 1 )  f o u n d  t h a t  a l l - f e m a l e  
g r o u p s  g e n e r a t e d  m u c h  h i g h e r  r a t e s  o f  s i m u l t a n e o u s  s p e e c h ,  p a r t i c u l a r l y  
d u r i n g  s o c i a l  a c t i v i t y  r a t h e r  t h a n  t a s k - b a s e d  a c t i v i t y .  S h a w  a n d  S a d l e r  ( 1 9 6 5 ) ,  
s t u d y i n g  h e t e r o s e x u a l  c o u p l e s  f o u n d  t h a t  w o m e n  i n t e r r u p t e d  t h e i r  p a r t n e r s  
m o r e  t h a n  d i d  m e n .
I t  i s  p o s s i b l e  t h a t  t h e  s e x  o f  t h e  s p e a k e r  i s  n o t  t h e  o n l y  o r  t h e  m o s t  i m p o r t a n t  
f a c t o r  i n  t h e  u s e  o f  i n t e r r u p t i o n s .  C o u r t r i g h t ,  M i l l a r  a n d  R o g e r s - M i l l a r  ( 1 9 7 9 )  
f o u n d  t h a t  i n  m a r r i e d  c o u p l e s  t h e  m o r e  d o m i n e e r i n g  t h e  s p o u s e  t h e  m o r e  
t h e y  i n t e r r u p t e d  t h e i r  p a r t n e r ,  i r r e s p e c t i v e  o f  s e x .  H o f f m a n  ( 1 9 8 0 )  f o u n d  t h a t  
t h e  s e x  o f  t h e  p e r s o n  s p o k e n  t o  w a s  m o r e  i m p o r t a n t  t h a n  t h e  s e x  o f  t h e
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s p e a k e r .  K e n n e d y  ( 1 9 8 0 )  f o u n d  t h a t  w h i l e  w o m e n  w e r e  i n t e r r u p t e d  m o r e  
t h a n  m e n ,  t h e y  a l s o  d i d  m o r e  i n t e r r u p t i n g .  W i n t e r ,  F e r r e i r a  a n d  B o w e r s
( 1 9 7 3 )  f o u n d  t h a t  m a r r i e d  c o u p l e s  u s e d  m o r e  i n t r u s i v e  i n t e r r u p t i o n s  t h a n  d i d  
u n r e l a t e d  c r o s s - s e x  c o u p l e s .
T h e s e  f i n d i n g s  m a y  s e e m  t o  n e g a t e  t h e  m a l e  d o m i n a n c e  t h r o u g h  
i n t e r r u p t i o n s  h y p o t h e s i s .  H o w e v e r ,  a n  a n a l y s i s  o f  t h e  f u n c t i o n  o f  
i n t e r r u p t i o n s  s h o w s  t h a t  n o t  a l l  i n t e r r u p t i o n s  a r e  a g g r e s s i v e .  I n t e r r u p t i o n s  
m a y  b e  u s e d  t o  s u p p o r t  t h e  s p e a k e r  o r  t o  s h o w  e n t h u s i a s t i c  a g r e e m e n t  
( A l e g u i r e ,  1 9 7 8 ) .  K e n n e d y  a n d  C a m d e n  ( 1 9 8 3 )  l o o k e d  a t  i n t e r r u p t i o n s  i n  
m i x e d - s e x  g r a d u a t e  s t u d e n t  g r o u p s  a t  o n e  o f  t h e i r  r e g u l a r  m e e t i n g s .  T h e y  
f o u n d  t h a t  o v e r  h a l f  o f  t h e  i n t e r r u p t i o n s  c o u l d  b e  c l a s s i f i e d  a s  s u p p o r t i v e .  
W i l l i s  a n d  W i l l i a m s  ( 1 9 7 6 )  f o u n d  t h a t  f e m a l e  s p e a k e r s  w e r e  m o r e  l i k e l y  t o  
s h o w  a g r e e m e n t  t h a n  m a l e s .
I t  c a n  b e  s e e n  t h e r e f o r e  t h a t  i n t e r r u p t i o n s  c a n  b e  u s e d  i n  a  d o m i n a n t  o r  
c o n t r o l l i n g  w a y ,  b u t  n e e d  n o t  b e .  I f  i n t e r r u p t i o n s  a r e  s e e n  a s  n e u t r a l  
c o n v e r s a t i o n a l  e v e n t s  ( W i e m a n n ,  1 9 8 5 )  r a t h e r  t h a n  m i n i - d o m i n a n c e  b a t t l e s  
( M e l t z e r ,  M o r r i s  a n d  H a y e s ,  1 9 7 1 )  t h e n  t h i s  d i s p a r i t y  i n  f i n d i n g s  i s  m o r e  
r e a d i l y  e x p l a i n e d .  I n t e r r u p t i o n s  c a n  b e  u s e d  t o  c o n t r o l  i n t e r a c t i o n  a n d  t o  g a i n  
t h e  s p e a k i n g  t u r n  b u t  c a n  a l s o  b e  u s e d  i n  a  s u p p o r t i v e  o r  e v e n  a  c o o p e r a t i v e  
m a n n e r  ( E d e l s k y ,  1 9 8 1 ) .  A s  a  m e t h o d  t o  c h o s e  f o r  d o m i n a n c e  b a t t l e s  
i n t e r r u p t i o n s  a r e  r e l a t i v e l y  c r u d e  a n d  i n d e e d  w o u l d  b e  c o n s i d e r e d  i l l -  
m a n n e r e d  i n  t h i s  c u l t u r e .  T h e y  a r e  n o t ,  h o w e v e r ,  t h e  o n l y  r e s o u r c e  a v a i l a b l e  
t o  i n t e r a c t a n t s  a n d  t h e  a s s u m p t i o n  c a n n o t  b e  m a d e  t h a t  i n t e r r u p t i o n s  w i l l  b e  
u s e d  i n  i s o l a t i o n .  I n  t h e  c a s e  o f  e m e r g e n c y  c a l l s  i n t e r r u p t i o n s  m i g h t  b e  u s e d  
b y  t h e  o p e r a t o r  o r  b y  m a l e s  w h e t h e r  t h e y  a r e  c a l l e r s  o r  o p e r a t o r s .  H o w e v e r ,  a s  
n o i s e  m a y  a l r e a d y  p r e s e n t  a  p r o b l e m  o n  a  t e l e p h o n e  l i n e ,  i t  i s  p o s s i b l e  t h a t  
i n t e r r u p t i o n ,  o r  a t  l e a s t  s i m u l t a n e o u s  s p e e c h ,  m a y  n o t  b e  a p p r o p r i a t e  i n  t h a t  
s i t u a t i o n .
S P E E C H  A C T S  A N D  C O N T R O L
A  s e c o n d  m e t h o d  o f  c o n t r o l l i n g  c o n v e r s a t i o n  i s  t o  s t r u c t u r e  t h e  i n t e r a c t i o n  
u s i n g  s p e e c h  a c t s ,  t h a t  i s ,  b y  t h e  s t y l e  i n  w h i c h  t h e  c o n t e n t  o f  t h e  s p e e c h  i s
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p r e s e n t e d .  T h e  t e r m  s p e e c h  a c t  i s  u s e d  l o o s e l y  h e r e  t o  c o v e r  t h e  c o n t e n t  
a n a l y s i s  o f  t a l k  w h e r e  c a t e g o r i e s  a r e  b a s e d  o n  w h a t  t h e  s p e a k e r  i s  d o i n g  w i t h  
s p e e c h  r a t h e r  t h a n  o n  t h e  s u b j e c t  m a t t e r  o r  t h e  r e f e r e n t .  O n e  s u c h  c o n t e n t  
a n a l y s i s  s c h e m e ,  C o n v e r s a t i o n a l  E x c h a n g e  A n a l y s i s  ( C E A )  d e v e l o p e d  b y  
( T h o m a s ,  B u l l  a n d  R o g e r ,  1 9 8 2 )  h a s  b e e n  u s e d  t o  i d e n t i f y  s t r a t e g i e s  w h i c h  
m a y  b e  u s e d  e i t h e r  t o  r e t a i n  t h e  f l o o r  o r  t o  r e t a i n  t h e  r o l e  o f  l i s t e n e r .  C E A  
c o n c e n t r a t e s  o n  t h e  e x c h a n g e  o f  i n f o r m a t i o n  i n  a n  i n t e r a c t i o n  a n d  c a t e g o r i s e s  
s p e e c h  o n  t h r e e  d i s t i n c t  l e v e l s  1 )  a c t i v i t y ,  h o w  t h e  i n f o r m a t i o n  i s  m a d e  
s a l i e n t ,  2 )  t y p e ,  t h e  s o r t  o f  i n f o r m a t i o n  e x c h a n g e d  a n d  3 )  f o c u s ,  t h e  r e f e r e n t  o f  
t h e  i n f o r m a t i o n .  T h e  f i r s t  l e v e l  o f  a c t i v i t y  i s  m o s t  s i m i l a r  t o  t h e  c o n c e p t  o f  
s p e e c h  a c t s  a n d  i s  t h e  l e v e l  m o s t  r e l e v a n t  t o  t h i s  d i s c u s s i o n .  T h e  a c t i v i t y  l e v e l  
i n c l u d e s  s u c h  c a t e g o r i e s  a s  O f f e r ,  R e p l y ,  R e q u e s t  a n d  D i s s e n t .  U s i n g  a  
M a r k o v  c h a i n  a n a l y s i s  o f  c o n v e r s a t i o n  f r o m  2 4  p a i r s  o f  f e m a l e  
u n d e r g r a d u a t e s  t h e  f u n c t i o n s  o f  s p e e c h  a c t s  i n  r e t a i n i n g  a n d  r e l i n q u i s h i n g  
t h e  f l o o r  w e r e  e x a m i n e d  ( T h o m a s ,  R o g e r  a n d  B u l l ,  1 9 8 3 ) .  I t  w a s  f o u n d  t h a t  
O f f e r ,  R e p l y  a n d  D i s s e n t  t e n d e d  t o  p e r p e t u a t e  t h e m s e l v e s ,  t h e r e b y  r e t a i n i n g  
s p e a k e r  c o n t r o l  o f  t h e  f l o o r .  C o n s e n t ,  R e a c t i o n  a n d  R e q u e s t  t e n d e d  t o  
r e l i n q u i s h  t h e  t u r n .  S t r a t e g i e s  f o r  r e t a i n i n g  o r  r e l i n q u i s h i n g  t h e  f l o o r  c o u l d  
t h e r e f o r e  b e  i d e n t i f i e d .  I n  o r d e r  t o  r e t a i n  t h e  f l o o r  a  s p e a k e r  c o u l d  u s e  O f f e r  
a s  t h e i r  f i r s t  a c t  w i t h i n  t h a t  t u r n .  T h e  u s e  o f  c o n s e n t  a s  f i r s t  a c t  w o u l d  t e n d  t o  
r e t u r n  t h e  f l o o r  t o  t h e  o r i g i n a l  s p e a k e r ,  b u t  i t  w a s  p o s s i b l e  t o  u s e  a n  O f f e r  a s  a  
s e c o n d  a c t  i m m e d i a t e l y  a f t e r  C o n s e n t  a n d  t h e r e b y  r e t a i n  t h e  t u r n .
M i s c h l e r  ( 1 9 7 5 )  i n  a  s t u d y  o f  t e a c h e r  -  p u p i l  i n t e r a c t i o n  i d e n t i f i e d  t h r e e  t y p e s  
o f  d i s c o u r s e  i n i t i a t e d  b y  a n d  s u s t a i n e d  t h r o u g h  q u e s t i o n s .  T h e s e  w e r e :  
c h a i n i n g ,  w h i c h  d e s c r i b e s  a  q u e s t i o n  -  a n s w e r  -  q u e s t i o n  -  a n s w e r  s e q u e n c e ,  
w i t h  t h e  s a m e  s p e a k e r  a s k i n g  a l l  t h e  q u e s t i o n s ;  a r c h i n g ,  w h e r e  t h e  
r e s p o n d e n t  t o  a  q u e s t i o n  a l s o  a s k s  a  q u e s t i o n  a n d  e m b e d d i n g ,  w h e r e  t h e r e  a r e  
t w o  r e s p o n s e s  t o  t h e  i n i t i a l  q u e s t i o n .  M i s c h l e r  f o u n d  t h a t  i n  a d u l t  -  c h i l d  
c o n v e r s a t i o n s  t h e  a d u l t s  t e n d e d  t o  r e t a i n  c o n t r o l  o f  t h e  c o n v e r s a t i o n  b y  u s i n g  
c h a i n i n g  i f  t h e y  i n i t i a t e d  t h e  q u e s t i o n  o r  a r c h i n g  i f  t h e  i n i t i a l  q u e s t i o n  c a m e  
f r o m  t h e  c h i l d .  H e  s u g g e s t e d  t h a t  t h i s  u s e  o f  s p e e c h  a c t  c h a i n s  e m b o d i e d  t h e  
a u t h o r i t y  r e l a t i o n s h i p  w h i c h  e x i s t s  b e t w e e n  a d u l t s  a n d  c h i l d r e n ,  p a r t i c u l a r l y  
i n  t h e  c l a s s r o o m .
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S p e e c h  a c t s  c a n  t h e r e f o r e  b e  u s e d  t o  i n f l u e n c e  t u r n - s w i t c h i n g  t u r n  b y  t u r n .  
T h e  u s a g e  o f  s p e e c h  a c t s  w i l l ,  h o w e v e r ,  v a r y  a c r o s s  i n t e r a c t i o n a l  e p i s o d e s .  I n  
a n  i n t e r v i e w  o r  a n  i n t e r a c t i o n  s t r u c t u r e d  l i k e  a n  i n t e r v i e w ,  q u e s t i o n s  w i l l  b e  
u s e d  p r e d o m i n a n t l y  b y  o n e  p a r t y .  W e s t  ( 1 9 8 3 )  f o u n d  t h a t  o f  t h e  7 7 3  q u e s t i o n s  
a s k e d  i n  2 1  d o c t o r - p a t i e n t  i n t e r a c t i o n s  9 1 %  w e r e  i n i t i a t e d  b y  t h e  d o c t o r .  
F u r t h e r m o r e ,  p a t i e n t s  a n s w e r e d  9 8 %  o f  q u e s t i o n s  a s k e d  b y  d o c t o r s  w h i l e  
d o c t o r s  a n s w e r e d  o n l y  8 7 %  o f  t h o s e  a s k e d  b y  t h e  p a t i e n t .  T h e r e f o r e ,  a s  t h e  
d o c t o r  h a s  t h e  m o r e  d o m i n a n t  r o l e ,  a l t h o u g h  a  q u e s t i o n  c o u l d  s t i l l  a c t  t o  
c h a n g e  s p e a k e r ,  t h i s  d o e s  n o t  m e a n  t h a t  t h i s  a c t  s h o w s  a  l o w  l e v e l  o f  c o n t r o l .  
R a t h e r  t h e  u s e  o f  t h i s  a c t  s e r v e s  t o  d e f i n e  t h e  d i f f e r e n c e  i n  r o l e s  o f  t h e  t w o  
p a r t i c i p a n t s  a n d  t h e  n a t u r e  o f  t h e  i n t e r a c t i o n .  I t  w o u l d  c o m m o n l y  b e  
a c c e p t e d  t h a t  a  s o c i a l  c o n v e r s a t i o n  s t r u c t u r e d  a r o u n d  q u e s t i o n s  f r o m  o n e  
p a r t y  o n l y  w o u l d  b e  u n s u s t a i n a b l e .  T h i s  p o i n t  i s  i m p o r t a n t  a s  t h e  e m e r g e n c y  
c a l l s  t o  b e  s t u d i e d  h e r e  h a v e  m a n y  o f  t h e  c h a r a c t e r i s t i c s  o f  a n  i n t e r v i e w .
T h e i r  m a i n  p u r p o s e  i s  t h e  t r a n s f e r  o f  i n f o r m a t i o n  i n  o n e  d i r e c t i o n .
I N F O R M A T I O N  M A N A G E M E N T  A N D  C O N T R O L  
A s  o u t l i n e d  p r e v i o u s l y ,  i n f o r m a t i o n  m a n a g e m e n t  i m p l i e s  t h a t  d i f f e r e n t  
t y p e s  o f  i n f o r m a t i o n  w i l l  b e  d e a l t  w i t h ,  o r  m a n a g e d ,  d i f f e r e n t l y .  T h e r e  i s  
e v i d e n c e  t h a t  t h i s  i s  t h e  c a s e  a t  l e a s t  a t  t h e  s u p e r - o r d i n a t e  l e v e l  o f  t h e  t o p i c .
S t i l e s ,  O r t h ,  S c h e l w i t z ,  H e n r i k u s  a n d  V a l b o n a  ( 1 9 8 4 )  s t u d i e d  e x c h a n g e s  
b e t w e e n  p a t i e n t s  a n d  d o c t o r s  u s i n g  a  t a x o n o m y  o f  v e r b a l  r e s p o n s e  m o d e s  
( S t i l e s ,  1 9 7 8 ) .  F a c t o r  a n a l y s i s  o f  t h e  v e r b a l  r e s p o n s e  m o d e s  u s e d  b y  d o c t o r s  
a n d  p a t i e n t s  w a s  u s e d  t o  i d e n t i f y  v e r b a l  e x c h a n g e s ,  o r  c l u s t e r s  o f  v e r b a l  
r e s p o n s e  m o d e s .  T h e  i n c i d e n c e  o f  t h e s e  v e r b a l  e x c h a n g e s  d i f f e r e d  a c r o s s  t h e  
t h r e e  s e c t i o n s  o f  t h e  m e d i c a l  i n t e r v i e w :  h i s t o r y  t a k i n g ,  p h y s i c a l  e x a m i n a t i o n  
a n d  c o n c l u s i o n .  T h e s e  d i f f e r e n c e s  r e l a t e d  t o  t h e  f u n c t i o n  o f  e a c h  s e c t i o n  o f  
t h e  i n t e r v i e w .  I n  t h e  h i s t o r y  t a k i n g  s e c t i o n  d o c t o r s  g a t h e r e d  i n f o r m a t i o n  
f r o m  p a t i e n t s ,  a s  w o u l d  b e  e x p e c t e d .  T h e y  a l s o  g a v e  t h e  p a t i e n t  i n f o r m a t i o n  
i n  e x p l a n a t i o n  e x c h a n g e s .  D u r i n g  t h e  p h y s i c a l  e x a m i n a t i o n  t h e  d o c t o r  
d i r e c t e d  t h e  p a t i e n t  w h i l e  c o n t i n u i n g  t o  g a t h e r  i n f o r m a t i o n .  I n  t h e  f i n a l  
s e c t i o n  t h e  d o c t o r  c o n t i n u e d  t o  g a t h e r  i n f o r m a t i o n  w h i l e  a l s o  g i v i n g  t h e
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p a t i e n t  i n f o r m a t i o n  a n d  i s s u i n g  i n s t r u c t i o n s .  W h i l e  t h e s e  d e s c r i p t i o n s  h a v e  
b e e n  g i v e n  i n  t e r m s  o f  t h e  d o c t o r ’ s  s p e e c h  o n l y ,  e a c h  o f  t h e  v e r b a l  e x c h a n g e s  
a l s o  i n v o l v e d  t h e  p a t i e n t .
I n t e r e s t i n g l y ,  w h i l e  t h e  t y p e s  o f  e x c h a n g e  v a r i e d  a c r o s s  t h e  s e c t i o n s  o f  t h e  
i n t e r v i e w  t h e y  w e r e  c o n s i s t e n t  a c r o s s  i n d i v i d u a l s  a n d  a c r o s s  t h e  t w o  s e t t i n g s  
o f  i n i t i a l  a n d  f o l l o w - u p  i n t e r v i e w s .  T h i s  s u g g e s t s  t h a t  t h e  p a r t i c i p a n t s  w e r e  
c o n s t r a i n e d  b y  t h e i r  r o l e .
A  p r e v i o u s  s t u d y  b y  S t i l e s ,  P u t n a m ,  J a m e s  a n d  W o l f  ( 1 9 7 9 )  i d e n t i f i e d  
d i f f e r e n t  t y p e s  o f  v e r b a l  e x c h a n g e ,  b u t  a g a i n  t h e r e  w e r e  d i f f e r e n c e s  r e f l e c t i n g  
t h e  f u n c t i o n  o f  t h e  t h r e e  s e c t i o n s  o f  t h e  i n t e r v i e w .
F u r t h e r  e v i d e n c e  f o r  d i f f e r e n t  m a n a g e m e n t  f o r  d i f f e r e n t  t o p i c s  c o m e s  f r o m  
B a l e s  a n d  S t r o d t b e c k ' s  ( 1 9 5 1 )  s t u d y  o f  g r o u p  p r o b l e m  s o l v i n g .  B a l e s  
h y p o t h e s i s e d  t h a t  p r o b l e m  s o l v i n g  i n v o l v e d  t h r e e  p h a s e s ;  o r i e n t a t i o n ,  
e v a l u a t i o n  a n d  c o n t r o l .  F u r t h e r m o r e ,  t h e  u s e  o f  b o t h  p o s i t i v e  a n d  n e g a t i v e  
r e a c t i o n s  w o u l d  d i f f e r  a c r o s s  t h e s e  t h r e e  p h a s e s .  I t  w a s  f o u n d  t h a t  n e g a t i v e  
r e a c t i o n s  i n c r e a s e d  a s  t i m e  p r o g r e s s e d  w i t h  i n c r e a s i n g  c o n t r o l ,  w h i l e  p o s i t i v e  
r e a c t i o n s  i n c r e a s e d  a t  t h e  e n d  o f  t h e  p r o b l e m  s o l v i n g  s e s s i o n ,  a s  t h e  g r o u p  
c o n f i r m e d  i t s  a g r e e m e n t .
A g a i n  t h e  d i f f e r e n t  f u n c t i o n s  o f  t h e  t a s k  w e r e  m a n a g e d  d i f f e r e n t l y .
T h e  m a n a g e m e n t  o f  i n f o r m a t i o n  w i l l  b e  s t u d i e d  i n  m o r e  d e t a i l  i n  t h e  c a s e  o f  
9 9 9  c a l l s  t h a n  i n  t h e s e  e x a m p l e s .  W h i l e  t h e  s t u d i e s  q u o t e d  a b o v e  d e a l t  w i t h  
d i f f e r e n t  t y p e s  o f  i n f o r m a t i o n  i n  a  g e n e r a l  s e n s e ,  s p e c i f i c  i t e m s  o f  i n f o r m a t i o n  
w i l l  b e  l o o k e d  a t  i n  t h e  m u c h  s h o r t e r  c o n v e r s a t i o n s  t y p i c a l  o f  e m e r g e n c y  
c a l l s .
S U M M A R Y
I n  t h i s  c h a p t e r  w e  h a v e  s e e n  t h a t  c o n t r o l  i s  o n e  o f  t h e  t w o  i m p o r t a n t  
d i m e n s i o n s  f o r  o r d e r i n g  b o t h  i n t e r p e r s o n a l  r e l a t i o n s  a n d  s i t u a t i o n s .  I n  t a s k -  
o r i e n t e d  c o n v e r s a t i o n s  a n d  i n  t e l e p h o n e  c a l l s  t h e  i m p o r t a n c e  o f  t h i s
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d i m e n s i o n  i s  i n c r e a s e d  a n d  t h e  i m p o r t a n c e  o f  t h e  s e c o n d  d i m e n s i o n ,  
a f f i l i a t i o n ,  i s  d e c r e a s e d .
T h e o r i e s  o f  t u r n  m a n a g e m e n t  a d d r e s s  t h e  p r o b l e m  o f  h o w  i n t e r a c t a n t s  
i n t e r w e a v e  t h e i r  s p e e c h  p a t t e r n s  w i t h  f e w  i n s t a n c e s  o f  o v e r l a p  o r  s i l e n c e .  
W h i l e  m a n y  t h e o r i e s  c o n s i d e r  i n t e r r u p t i o n s  t o  b e  a  b r e a k d o w n  i n  t h i s  
s y s t e m ,  o r  a t  l e a s t  b r e a k i n g  t h e  r u l e s  o f  t h e  s y s t e m ,  t h e  r e s o u r c e  m o d e l  
( W i l s o n  e t  a l  1 9 8 4 )  s u g g e s t s  t h a t  s u c h  i n t e r a c t i o n a l  e v e n t s  a r e  n e u t r a l .  T h e  
l i n k s  b e t w e e n  i n t e r r u p t i o n s  a n d  t h e  p r o p o r t i o n  o f  s p e e c h  p r o d u c e d  b y  e a c h  
i n t e r a c t a n t  h a v e  b e e n  l i n k e d  t o  c o n t r o l  a n d  d o m i n a n c e .  F r o m  S a c k s  e t  a l
( 1 9 7 4 )  o n ,  t h e  ' f l o o r '  h a s  b e e n  c o n s i d e r e d  a s  a  s o u g h t - a f t e r  r e s o u r c e .
T h e r e f o r e ,  u n e q u a l  d i s t r i b u t i o n  o f  s p e e c h  i s  t a k e n  a s  i n d i c a t i v e  o f  d o m i n a n c e .  
T h e  r e l a t i o n s h i p  b e t w e e n  i n t e r r u p t i o n s  a n d  d o m i n a n c e  i s  l e s s  c l e a r ,  
p a r t i c u l a r l y  a s  t h e  u s e  o f  i n t e r r u p t i o n s  s e e m s  t o  d e p e n d  t o  s o m e  e x t e n t  o n  t h e  
s o c i a l  s i t u a t i o n .  T h i s  a m b i g u i t y  c a n  b e  t a k e n  a s  e v i d e n c e  f o r  r e s o u r c e  t h e o r y ,  
a s  i n t e r r u p t i o n s  m a y  s e r v e  d i f f e r e n t  f u n c t i o n s  i n  d i f f e r e n t  s e t t i n g s  a n d  w i t h  
d i f f e r e n t  i n t e r a c t a n t s .
T h e  s e c o n d  a s p e c t  o f  m a n a g e m e n t  t o  b e  c o n s i d e r e d  v i e w s  s p e e c h  a s  a c t i o n  
( A u s t i n ,  1 9 6 2 ) .  S p e e c h  a c t s  a r e  a  t o o l  f o r  c o n v e r s a t i o n  m a n a g e m e n t  b e c a u s e  
t h e i r  u s e  m a y  c o n s t r a i n  t h e  a c t i o n s  o f  a n  i n t e r a c t i o n  p a r t n e r .  J u s t  a s  c e r t a i n  
p h y s i c a l  a c t i o n s  c a n  p l a c e  a n  o b l i g a t i o n  o n  a  s e c o n d  p e r s o n  t o  a c t  i n  a  c e r t a i n  
w a y  ( e x t e n d i n g  a  h a n d  i n  w e l c o m e )  s o  s p e e c h  a c t s  c a n  o b l i g e  t h e  r e c e i v e r  t o  
r e c i p r o c a t e  ( s p o k e n  g r e e t i n g ) .  A s  w e l l  a s  s i m p l y  c o n s t r a i n i n g  t h e  a c t i o n s  o f  
a n o t h e r ,  s p e e c h  a c t s  c a n  b e  u s e d  a s  a  d i s p l a y  o f  a u t h o r i t y  ( M i s c h l e r ,  1 9 7 5 ;
W e s t ,  1 9 8 3 ) .
I n f o r m a t i o n  m a n a g e m e n t ,  t h e  t h i r d  a s p e c t  t o  b e  s t u d i e d ,  i s  c o n c e r n e d  w i t h  
t h e  p r e r e q u i s i t e s  f o r  e f f i c i e n t  i n f o r m a t i o n  t r a n s f e r .  I n  o r d e r  f o r  i n f o r m a t i o n  
t o  b e  c o m m u n i c a t e d ,  b o t h  p a r t i e s  m u s t  h a v e  a  c o m m o n  c o n c e p t u a l  
f r a m e w o r k .  C o m m u n i c a t i o n  o f  r o u t i n g  i n f o r m a t i o n  m a y  b e  m a d e  e a s i e r  b y  
t h e  e x i s t e n c e  o f  s c r i p t s  ( S c h a n k  a n d  A b e l s o n ,  1 9 7 7 )  w h i c h  c o n t a i n  t h a t  
i n f o r m a t i o n ,  p a r t i c u l a r l y  i f  t h e  s c r i p t  i s  o n e  h e l d  i n  c o m m o n  b y  m e m b e r s  o f  a  
c u l t u r e .  D i f f e r e n t  t y p e s  o f  i n f o r m a t i o n ,  w h e t h e r  o r  n o t  t h e y  a r e  p a r t  o f  a
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s c r i p t ,  m a y  b e  h a n d l e d  d i f f e r e n t l y .  T h e  e x a m p l e  g i v e n  a b o v e  i s  o f  t h e  
d i f f e r e n c e s  a c r o s s  t h e  t h r e e  s e c t i o n s  o f  a  m e d i c a l  i n t e r v i e w  ( S t i l e s  e t  a l ,  1 9 8 4 ) .
T h e s e  t h r e e  a s p e c t s  o f  c o n v e r s a t i o n a l  m a n a g e m e n t  w i l l  b e  e x a m i n e d  i n  t h e  
s p e c i f i c  c a s e  o f  f i r e  a l a r m  c a l l s .  T h i s  e x a m i n a t i o n  w i l l  s e e k  t o  l i n k  s o m e  o f  t h e  
v a r i a b l e s  o r  c o n v e r s a t i o n a l  e v e n t s  m e n t i o n e d  a b o v e  t o  t h e  a t t e m p t s  o f  t h e  
o p e r a t o r  o r  c a l l e r  t o  m a n a g e  t h e  c o n v e r s a t i o n .  T u r n  m a n a g e m e n t  w i l l  b e  
s t u d i e d  w i t h  r e f e r e n c e  t o  t h e  u s e  o f  i n t e r r u p t i o n s  a n d  t h e  d i s t r i b u t i o n  o f  
i n t e r a c t i o n a l  s p a c e .  T h e  u s e  o f  s p e e c h  a c t s ,  b o t h  i n  t e r m s  o f  f r e q u e n c y  a n d  
s e q u e n c e  w i l l  b e  c o m p a r e d  f o r  o p e r a t o r s  a n d  c a l l e r s .  L a s t l y ,  i n f o r m a t i o n  
m a n a g e m e n t  w i l l  b e  s t u d i e d  w i t h  r e f e r e n c e  t o  t h e  s p e c i f i c  p i e c e s  o f  
i n f o r m a t i o n  w h i c h  n e e d  t o  b e  d e a l t  w i t h  i n  e m e r g e n c y  c a l l s  t o  t h e  f i r e  
b r i g a d e .
B e f o r e  m o v i n g  o n  t o  s t u d y  t h e s e  c a l l s  i n  d e t a i l ,  h o w e v e r ,  t h e  n e x t  c h a p t e r  
w i l l  o u t l i n e  w h a t  i s  a l r e a d y  k n o w n  a b o u t  c o n v e r s a t i o n s  w i t h  s o m e  o f  t h e  
s a m e  c h a r a c t e r i s t i c s .
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M a n y  o f  t h e  s t u d i e s  c i t e d  i n  t h e  p r e v i o u s  c h a p t e r s  a r e  b a s e d  o n  i n t e r a c t i o n s  
c a r r i e d  o u t  i n  a n  e x p e r i m e n t a l  s i t u a t i o n ,  p a r t i c u l a r l y  t h o s e  w h i c h  a r e  m o r e  
p s y c h o l o g i c a l  ( f o r  e x a m p l e  T h o m a s ,  B u l l  a n d  R o g e r ,  1 9 8 2 )  t h a n  s o c i o l o g i c a l  
( f o r  e x a m p l e  W e s t ,  1 9 8 3 ) .  T h i s  h a s  t h e  a d v a n t a g e  t h a t  t h e  c o n v e r s a t i o n s  c a n  
b e  c o n t r o l l e d  i n  s o m e  r e s p e c t s .  F o r  i n s t a n c e ,  d u r a t i o n  a n d  s u b j e c t  m a t t e r  g i v e  
i n c r e a s e d  c o m p a r a b i l i t y  a c r o s s  t h e  s a m p l e ,  t h e  t e c h n i c a l  q u a l i t y  o f  r e c o r d i n g  
e q u i p m e n t  c a n  a l s o  b e  i m p r o v e d .  T h e r e  a r e ,  h o w e v e r ,  s e v e r a l  d i s a d v a n t a g e s  
t o  t h i s  t y p e  o f  s t u d y .  H o w e v e r  i n f o r m a l  t h e  s u r r o u n d i n g s ,  t h e  c o n v e r s a t i o n s  
a r e  c o n t r i v e d  r a t h e r  t h a n  n a t u r a l  a n d  g e n e r a l i s a t i o n s  o f  t h e  r e s u l t s  m u s t  b e  
b a s e d  o n  t h e  a s s u m p t i o n  t h a t  t h e  i n t e r a c t a n t s  b e h a v e  i n  t h e  s a m e  w a y  w h e n  
c o n v e r s i n g  o f  t h e i r  o w n  a c c o r d .
A l s o ,  t h e  p u r p o s e  o f  t h e  c o n v e r s a t i o n  i s  t o  p r o v i d e  d a t a  f o r  t h e  e x p e r i m e n t e r  
a n d  t h e  i n t e r a c t a n t s  k n o w  t h i s ,  e v e n  i f  t h e y  d o  n o t  k n o w  t h a t  i t  i s  t h e  
c o n v e r s a t i o n  i t s e l f  w h i c h  i s  b e i n g  s t u d i e d .  S u b j e c t s  a r e  o f t e n  a s k e d  t o  g e t  
a c q u a i n t e d  o r  g i v e n  a  d i s c u s s i o n  t a s k ,  w h i c h  i n  i t s e l f  m a y  a f f e c t  t h e  
i n t e r a c t i o n .
A  s t u d y  b y  R u t t e r  e t  a l  ( 1 9 8 4 )  u s e d  t h e  s u b j e c t  o f  a b o r t i o n  a s  a  t o p i c  f o r  
d i s c u s s i o n  b y  s u b j e c t s .  T h e  e x p e r i m e n t  w a s  d e s i g n e d  t o  s t u d y  t h e  e f f e c t s  o f  
t h e  l o s s  o f  v i s u a l  c u e s  o n  t h e  c o n t e n t  a n d  s t y l e  o f  c o n v e r s a t i o n ,  t h e  p r e d i c t i o n  
b e i n g  t h a t  c u e l e s s n e s s  w o u l d  l e a d  t o  m o r e  t a s k - o r i e n t a t i o n .  T h e  r e v e r s e  w a s  
f o u n d .  T h e  e x p l a n a t i o n  f o r  t h i s  r e v e r s a l  w a s  t a k e n  t o  b e  t h a t  w i t h  s u c h  a  
p e r s o n a l  t o p i c  t h e  b a r r i e r s  b e t w e e n  t h e  p e r s o n  a n d  t h e  t a s k  b r e a k  d o w n ,  s o  
t h a t  t o  b e  m o r e  p e r s o n a l  i s  t o  b e  m o r e  t a s k  o r i e n t e d .  I t  i s  a p p a r e n t  f r o m  t h i s  
s t u d y  t h a t  t h e  t o p i c  g i v e n  t o  i n t e r a c t a n t s  c a n  a f f e c t  t h e  c o n v e r s a t i o n  t h e y  w i l l  
h a v e .
A  t h i r d  d i s a d v a n t a g e  i s  t h a t  t h e  i m p a c t  o f  t h e  c o n v e r s a t i o n a l  c o n t e x t  i s  l o s t  o r  
d i m i n i s h e d .  T h i s  i s  p a r t l y  b e c a u s e  t h e  b a s i c  s o c i a l  p a r a m e t e r s  o f  t h e  
i n t e r a c t i o n  a r e  d e f i n e d  b y  t h e  e x p e r i m e n t e r ,  t h a t  i s ,  w h e t h e r  t h e  i n t e r a c t i o n  i s  
p u r e l y  s o c i a l ,  p r o b l e m  s o l v i n g ,  c o m p e t i t i v e  o r  c o o p e r a t i v e .  T h e  s o c i a l  c o n t e x t
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i s  t h e r e f o r e  s e t  i n  a d v a n c e  r a t h e r  t h a n  e m e r g i n g  f r o m  t h e  i n t e r a c t i o n .  
S e c o n d l y ,  p a r t  o f  t h e  p u r p o s e  o f  c o n d u c t i n g  e x p e r i m e n t s  i n  a  l a b o r a t o r y  i s  t o  
c o n t r o l  f o r  a s p e c t s  o f  t h e  p h y s i c a l  e n v i r o n m e n t  w h i c h  m a k e  u p  t h e  c o n t e x t  o f  
r e a l  c o n v e r s a t i o n s .  I n  t h e  c a s e  o f  t e l e p h o n e  c a l l s  t h e  a s p e c t s  o f  t h e  p h y s i c a l  
c o n t e x t  w h i c h  m a y  h a v e  t h e  m o s t  o b v i o u s  e f f e c t s  o n  t h e  i n t e r a c t i o n  a r e  t h o s e  
w h i c h  a d d  n o i s e  t o  t h e  c o m m u n i c a t i o n  c h a n n e l :  a  p o o r  t e l e p h o n e  l i n e  o r  
t r a f f i c  p a s s i n g  o u t s i d e  a  k i o s k .  T h e  p a r t  t h a t  s u c h  r e a l  w o r l d  e v e n t s  m a y  p l a y  
i n  s t r u c t u r i n g  n a t u r a l  c o n v e r s a t i o n s  i s  t h e r e f o r e  l o s t  i n  l a b o r a t o r y  s e t t i n g s .
T h e r e f o r e ,  i n  e x p e r i m e n t a l  s i t u a t i o n s ,  t h e  p u r p o s e  i s  e x t e r n a l  t o  t h e  
i n t e r a c t i o n  a n d  t h e  a i m s  o f  t h e  s u b j e c t s  a r e  l a r g e l y  i r r e l e v a n t .  I n  c o n t r a s t  t h e  
t i m i n g ,  c o n t e n t  a n d  d i r e c t i o n  o f  n a t u r a l  c o n v e r s a t i o n s  a r e  d e t e r m i n e d  b y  t h e  
i n t e r a c t a n t s .  T h e y  t a k e  p a r t  i n  t h e  i n t e r a c t i o n  b e c a u s e  t h e y  h a v e  a  w i s h  o r  
n e e d  t o  d o  s o .  T h i s  i s  n o t  t o  s a y  t h a t  f i n d i n g s  f r o m  l a b o r a t o r y  b a s e d  s t u d i e s  
c a n n o t  b e  r e p l i c a t e d  i n  n a t u r a l l y  o c c u r r i n g  c o n v e r s a t i o n ,  a s  h a s  b e e n  s h o w n  
b y  R u t t e r  ( 1 9 8 7 ) .
T h e  a l t e r n a t i v e  a p p r o a c h ,  u s i n g  n a t u r a l l y  o c c u r i n g  c o n v e r s a t i o n  a l s o  p o s e s  
c e r t a i n  p r o b l e m s ,  o n e  o f  w h i c h  i s  h o w  t o  o b t a i n  r e c o r d i n g s  o f  t h e  
c o n v e r s a t i o n s  e t h i c a l l y .  I n t e r a c t i o n s  w h i c h  w o u l d  n o r m a l l y  t a k e  p l a c e  w i t h  
o r  w i t h o u t  t h e  e x p e r i m e n t e r s '  i n t e r v e n t i o n  c a n  b e  t a p e d  f o r  t h e  p u r p o s e s  o f  
a n a l y s i s  ( s e e  f o r  e x a m p l e  B e a t t i e  1 9 8 1 a  a n d  R u t t e r  1 9 8 4 ,  b o t h  o f  w h o m  u s e d  
u n i v e r s i t y  t u t o r i a l s ) .  A  p o s s i b l e  p r o b l e m  w i t h  t h e  a p p r o a c h  i s  t h a t  t h e  
p a r t i c i p a n t s  m a y  f e e l  t h a t  t h e y  a r e  o n  s h o w ,  p a r t i c u l a r l y  i f  v i d e o  i s  u s e d ,  a n d  
t h e y  m a y  r e a c t  t o  t h i s  p e r c e p t i o n .  A l t h o u g h  b e h a v i o u r s  o u t  o f  c o n s c i o u s  
c o n t r o l  a r e  u n l i k e l y  t o  b e  a f f e c t e d  ( W i e m a n n ,  1 9 8 1 )  t h e r e  i s  a l w a y s  t h e  
p o s s i b i l i t y  t h a t  t h e  p a r t i c i p a n t s ,  p a r t i c u l a r l y  i n  a  s i t u a t i o n  w h e r e  t h e y  m a y  
a l r e a d y  f e e l  o n  s h o w  b e c a u s e  o f  t h e  s i t u a t i o n ,  m a y  f e e l  a n  i n c r e a s e d  n e e d  t o  
s h o w  t h a t  t h e y  a r e  i n  c o n t r o l .  W h e t h e r  o r  n o t  t h i s  i s  a  p r o b l e m  w o u l d  
d e p e n d  o n  t h e  s u b j e c t  o f  t h e  s t u d y .
O t h e r  r e s e a r c h e r s  u s e d  ’ e a v e s d r o p p i n g ’  t e c h n i q u e s  t a p i n g  c o n v e r s a t i o n s  
w h i c h  t a k e  p l a c e  a r o u n d  t h e m  ( Z i m m e r m a n  a n d  W e s t ,  1 9 7 5 ) .  I f  p o s s i b l e  t h e  
i n t e r a c t a n t s  m a y  b e  a s k e d  a f t e r w a r d s  f o r  p e r m i s s i o n  t o  u s e  t h e  r e c o r d i n g .  I n
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t h e s e  c a s e s  t h e  i n t e r a c t a n t s  w i l l  b e  u n - s e l f c o n s c i o u s  a n d  n a t u r a l .  H o w e v e r ,  
t h e  r e s e a r c h e r  h a s  n o  c o n t r o l  o v e r  t h e  l e n g t h  o r  s u b j e c t  m a t t e r  o f  t h e  
c o n v e r s a t i o n .  F u r t h e r m o r e ,  i n t e r a c t a n t s  m a y  r e f u s e  p e r m i s s i o n  i f  t h e y  h a v e  
b e e n  d i s c u s s i n g  i n t i m a t e  t o p i c s .  A g a i n ,  t h i s  w o u l d  o n l y  b e  a  p r o b l e m  w i t h  
s t u d i e s  w h e r e  i t  w a s  d e s i r a b l e  t o  c o l l e c t  d a t a  f r o m  a  f u l l  r a n g e  o f  
c o n v e r s a t i o n a l  s i t u a t i o n s ,  i n c l u d i n g  i n t i m a t e  s i t u a t i o n s .
A  t h i r d  p o s s i b i l i t y  i s  t o  u s e  c o n v e r s a t i o n s  w h i c h  a r e  r e c o r d e d  i n  t h e  n o r m a l  
c o u r s e  o f  e v e n t s ,  w i t h  o r  w i t h o u t  t h e  i n t e r a c t a n t s '  k n o w l e d g e .  B o t h  B e a t t i e  
( 1 9 8 0 a )  a n d  B u l l  ( 1 9 8 6 )  h a v e  s t u d i e d  v i d e o  r e c o r d i n g s  o f  p o l i t i c i a n s  b e i n g  
i n t e r v i e w e d  o n  t e l e v i s i o n .  I n  t h i s  c a s e  t h e  p a r t i c i p a n t s  a r e  a w a r e  t h a t  t h e y  a r e  
b e i n g  r e c o r d e d  a n d  a r e  t h e r e f o r e  i n v o l v e d  i n  a c t i v e  s e l f - p r e s e n t a t i o n .  A s  i t  
w a s  t h i s  s e l f - p r e s e n t a t i o n  w h i c h  w a s  t h e  s u b j e c t  o f  b o t h  s t u d i e s ,  t h i s  w a s  n o t  a  
p r o b l e m .
B e a t t i e  a n d  B e r n a r d  ( 1 9 7 9 )  u s e d  r e c o r d i n g s  o f  d i r e c t o r y  e n q u i r y  c a l l s .  T h e s e  
a r e  n a t u r a l l y  o c c u r r i n g  c a l l s  f r o m  t h e  p u b l i c  a n d  t h e  c a l l e r s  w e r e  n o t  a w a r e  o f  
t h e  r e c o r d i n g .
A n  u n u s u a l  e x a m p l e  o f  t h i s  a p p r o a c h  o f  u s i n g  c o n v e r s a t i o n s  r e c o r d e d  f o r  
a n o t h e r  r e a s o n  w a s  t h e  s t u d y  b y  W i l s o n  a n d  W i l l i a m s  ( 1 9 7 7 )  o f  t h e  W a t e r g a t e  
t a p e s .  A s  a  c o r p u s  o f  d a t a  t h e s e  r e c o r d i n g s  h a d  t h e  a d d i t i o n a l  a d v a n t a g e  o f  
b e i n g  c o n d u c t e d  b o t h  f a c e - t o - f a c e  a n d  o v e r  t h e  t e l e p h o n e ,  a l l o w i n g  
c o m p a r i s o n s  t o  b e  m a d e  o f  t h e  c o n v e r s a t i o n  o f  t h e  s a m e  p e o p l e  i n  b o t h  
c o n d i t i o n s .
T h e  c o n v e r s a t i o n s  s t u d i e d  i n  t h e  p r e s e n t  c a s e  a r e  n a t u r a l l y  o c c u r r i n g  e v e n t s  
a n d  a r e  n o r m a l l y  r e c o r d e d ,  a l t h o u g h  w i t h  t h e  k n o w l e d g e  o f  o n l y  o n e  
p a r t i c i p a n t .  A l l  c a l l s  t a k e n  a t  t h e  f i r e  b r i g a d e  c o n t r o l  r o o m  w e r e  r e c o r d e d  a s  a  
m a t t e r  o f  c o u r s e ,  t h e  o n l y  c h a n g e  t o  t h i s  r o u t i n e  w a s  t h a t  t a p e s  w e r e  r e p l a c e d  
r a t h e r  t h a n  b e i n g  t u r n e d  o v e r .  I t  i s  u n l i k e l y ,  t h e r e f o r e ,  t h a t  t h e  o p e r a t o r s  
w e r e  u n d u l y  i n f l u e n c e d  b y  t h e  f a c t  t h a t  t h e y  w e r e  b e i n g  t a p e d .  O n  t h e  
p o s i t i v e  s i d e ,  t h e r e f o r e ,  t h e  i n t e r a c t i o n s  a r e  p u r p o s e f u l  a n d  i m p o r t a n t  t o  t h e  
i n t e r  a c t a n t s .  S i n c e  a l l  o f  t h e  c a l l s  h a v e  t h e  s a m e  p u r p o s e ,  t o  s e c u r e  t h e
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a t t e n d a n c e  o f  t h e  f i r e  b r i g a d e  a t  a n  i n c i d e n t ,  t h e r e  i s  a l s o  a  d e g r e e  o f  
c o m p a r a b i l i t y  a c r o s s  t h e  s a m p l e .  T h e  d i s a d v a n t a g e s  o f  t h e  a p p r o a c h  a r e  t h a t  
n o t  o n l y  i s  t h e  s a m p l e  b e y o n d  t h e  c o n t r o l  o f  t h e  r e s e a r c h e r  b u t  t h e  c a l l s  a r e  ( o f  
n e c e s s i t y )  s h o r t  a n d  o f  v a r y i n g  l e n g t h s .  O n e  m o r e  p r a c t i c a l  d i s a d v a n t a g e  i s  
t h a t  t h e  q u a l i t y  o f  t h e  r e c o r d i n g  d e p e n d s  o n  e q u i p m e n t  a v a i l a b l e  a t  t h e  s i t e .  I t  
w a s  n o t  p o s s i b l e  t o  u s e  s e p e r a t e  c h a n n e l s  f o r  e a c h  s p e a k e r  w h e n  c o l l e c t i n g  
r e c o r d i n g s  o f  c a l l s  f o r  t h i s  s t u d y .  T h i s  m e a n t  t h a t  s p e e c h  w a s  s o m e t i m e s  
i n d e c i p h e r a b l e ,  p a r t i c u l a r l y  d u r i n g  e p i s o d e s  o f  s i m u l t a n e o u s  s p e e c h .
S i n c e  u n c o n s c i o u s  b e h a v i o u r  i s  u n l i k e l y  t o  b e  a f f e c t e d  b y  t h e  s p e a k e r s  b e i n g  
a w a r e  o f  t h e  r e c o r d i n g ,  t h e  m o s t  i m p o r t a n t  a s p e c t  o f  n a t u r a l l y  o c c u r r i n g  
c o n v e r s a t i o n  i s  t h a t  i t  i s  c o n s t r u c t e d  t o  f i t  t h e  i n t e r a c t a n t s *  o w n  p u r p o s e  
r a t h e r  t h a n  t h a t  o f  t h e  e x p e r i m e n t e r .  T h i s  i s  p a r t i c u l a r l y  i m p o r t a n t  i n  
a p p l i e d  r e s e a r c h .  E v e n  i n  r o l e  p l a y i n g  e x e r c i s e s ,  w h e r e  s u b j e c t s  m a y  b e  a c t i n g  
t o  t h e  s a m e  p u r p o s e s  a s  a  r e a l  c o n v e r s a t i o n ,  t h e  i n t e r a c t a n t s  d o  n o t  b r i n g  t o  
t h e  c o n v e r s a t i o n s  t h e  p a s t  e x p e r i e n c e s  w h i c h  m a y  p l a y  a  p a r t  i n  s h a p i n g  a  
n a t u r a l  c o n v e r s a t i o n .
T h e r e  a r e  t h r e e  s a l i e n t  a s p e c t s  t o  t h e s e  c o n v e r s a t i o n s ;  t h e y  a r e  n a t u r a l l y  
o c c u r r i n g ,  t h e y  a r e  c a r r i e d  o u t  w i t h o u t  v i s u a l  c u e s  a n d  t h e y  a r e  t a s k - o r i e n t e d .  
T h e  i m p o r t a n c e  o f  s t u d y i n g  n a t u r a l l y  o c c u r r i n g  c o n v e r s a t i o n s  h a s  a l r e a d y  
b e e n  o u t l i n e d .  I n  t h e  f o l l o w i n g  s e c t i o n s  t h e  s e c o n d  a n d  t h i r d  a s p e c t s  a r e  
d i s c u s s e d .
C O N V E R S A T I O N  I N  N O - V I S I O N  C O N D I T I O N S
I n  m o s t  c o n v e r s a t i o n s  t h e  s p e a k e r s  a r e  w i t h i n  s i g h t  o f  e a c h  o t h e r .  T h e y  c a n  
t h e r e f o r e  a u g m e n t  w h a t  t h e y  s a y  w i t h  v i s u a l  c u e s  s u c h  a s  e y e - c o n t a c t ,  f a c i a l  
e x p r e s s i o n s ,  b o d y  m o v e m e n t s  a n d  g e s t u r e s .  T h e s e  c u e s  c a n  b e  u s e d  i n  b o t h  
t h e  c o n t e n t  a n d  t h e  s t y l e  o f  t h e  c o n v e r s a t i o n .  I n  n o - v i s i o n  c o n v e r s a t i o n s  
t h e s e  c u e s  a r e  l o s t ,  a l t h o u g h  i t  i s  c o m m o n  k n o w l e d g e  t h a t  p e o p l e  w i l l  s t i l l  
u s e  g e s t u r e s  w h i l e  s p e a k i n g  o n  t h e  t e l e p h o n e .
I t  m i g h t  b e  e x p e c t e d  t h a t  t h e  l o s s  o f  t h e s e  c u e s  w o u l d  d i s r u p t  c o n v e r s a t i o n .  I f  
g a z e  o r  e y e - c o n t a c t  i s  c r u c i a l  f o r  t o  t u r n - t a k i n g  t h i s  w o u l d  i m p l y  t h a t  t h e  l o s s
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o f  e y e - c o n t a c t  w o u l d  l e a d  t o  c o n v e r s a t i o n s  w i t h  m o r e  i n t e r r u p t i o n s  a n d  
l o n g e r  l a p s e s  b e t w e e n  s p e a k e r s  ( K e n d o n ,  1 9 6 7 ;  D u n c a n  a n d  F i s k e ,  1 9 7 7 ) .  T h i s  
d o e s  n o t  a p p e a r  t o  b e  t h e  c a s e ,  a t  l e a s t  a s  f a r  a s  t u r n  m a n a g e m e n t  i s  c o n c e r n e d .  
B e a t t i e  a n d  B a r n a r d  ( 1 9 7 9 )  h a v e  s h o w n  t h a t  t e l e p h o n e  c o n v e r s a t i o n s  t e n d  t o  
h a v e  f e w e r  i n t e r r u p t i o n s  t h a n  f a c e - t o - f a c e  c o n v e r s a t i o n s  r a t h e r  t h a n  m o r e .  
R u t t e r  e t  a l  ( 1 9 7 7 )  s h o w e d ,  b y  a  r e - a n a l y s i s  o f  p u b l i s h e d  d a t a ,  t h a t  e y e - c o n t a c t  
i s  n o t  p u r p o s e f u l ,  b u t  o c c u r s  b e c a u s e  i n t e r a c t a n t s  t e n d  t o  l o o k  a t  e a c h  o t h e r  
f r o m  t i m e  t o  t i m e .  O n  s o m e  o f  t h e s e  o c c a s i o n s ,  b o t h  i n t e r a c t a n t s  w i l l  l o o k  a t  
t h e  s a m e  t i m e  s i m p l y  b y  c h a n c e .  T h e  l o s s  o f  e y e - c o n t a c t  s h o u l d  n o t ,  
t h e r e f o r e ,  d i s r u p t  c o n v e r s a t i o n .  H o w e v e r ,  o t h e r  v i s u a l  c u e s  d o  s e e m  t o  b e  
i m p o r t a n t  a s  t h e  l o s s  o f  c u e s  d o e s  e f f e c t  c o n v e r s a t i o n a l  s t y l e .  T h e  o u t c o m e  o f  
d e b a t e s  i n  n o - v i s i o n  c o n d i t i o n s  i s  l e s s  m o d e r a t e ,  s h o w i n g  a  g r e a t e r  
c o n c e n t r a t i o n  o n  t h e  a r g u m e n t s  p u t  f o r w a r d  t h a n  o n  i n t e r p e r s o n a l  i s s u e s  
( M o r l a y  a n d  S t e p h e n s o n ,  1 9 7 7 ) .  C o n v e r s a t i o n s  i n  a u d i o  c h a n n e l s  o n l y  a r e  
m o r e  d e p e r s o n a l i s e d ,  t a s k - o r i e n t e d  a n d  t o  t h e  p o i n t  ( S t e p h e n s o n ,  A y l i n g  a n d  
R u t t e r ,  1 9 7 6 ) .  T h e  c o n v e r s a t i o n s  a r e  l e s s  s p o n t a n e o u s  w i t h  f e w e r  
i n t e r r u p t i o n s ,  p r o b a b l y  b e c a u s e  t h e  i n t e r a c t a n t s  n e e d  t o  t a k e  m o r e  c a r e  t o  
a v o i d  c o n v e r s a t i o n a l  b r e a k d o w n  b e c a u s e  o f  t h e  a b s e n c e  o f  v i s u a l  s i g n a l s  
( R u t t e r  a n d  S t e p h e n s o n ,  1 9 7 7 ) .  C u e l e s s n e s s  i s  a l s o  a s s o c i a t e d  w i t h  m o r e  
u t t e r a n c e s  e n d i n g  w i t h  q u e s t i o n s  ( R u t t e r ,  S t e p h e n s o n  a n d  D e w e y ,  1 9 8 1 ) .
R u t t e r  ( 1 9 8 4 )  c o m p a r e d  O p e n  U n i v e r s i t y  t u t o r i a l s  c a r r i e d  o u t  e i t h e r  f a c e - t o -  
f a c e  o r  o v e r  a  m u l t i - w a y  t e l e p h o n e  l i n k .  M e a s u r e s  o f  t h e  c o n t e n t ,  s t y l e  a n d  
o u t c o m e  o f  t h e  c o n v e r s a t i o n s  w e r e  t a k e n .  T h e  a i m  o f  t h e  s t u d y  w a s  t o  
r e p l i c a t e  p r e v i o u s  f i n d i n g s  f r o m  t h e  e x p e r i m e n t s  c i t e d  a b o v e  i n  n a t u r a l  
c o n v e r s a t i o n s .  T h e  t e l e p h o n e  t u t o r i a l s  w e r e  m o r e  f o r m a l ,  m o r e  t a s k -  
o r i e n t e d  a n d  l e s s  s p o n t a n e o u s .  F u r t h e r m o r e ,  R u t t e r  f o u n d  t h a t  t h e  
b e h a v i o u r  o f  t u t o r s  a n d  s t u d e n t s  w a s  m o r e  d i f f e r e n t i a t e d  a n d  s t e r e o t y p e d  i n  
t h e  t e l e p h o n e  t u t o r i a l s .  T u t o r s  s o u g h t  e x p l a n a t i o n  a n d  i n f o r m a t i o n  m o r e  b y  
t e l e p h o n e ,  w h i l e  s t u d e n t s  r e p l i e d  m o r e ,  s u g g e s t i n g  q u e s t i o n  -  a n s w e r  
s e q u e n c e s .  F u r t h e r m o r e ,  t u t o r s  i n c r e a s e d  t h e i r  u s e  o f  a c k n o w l e d g e m e n t  i n  
t e l e p h o n e  c o n v e r s a t i o n s .  R u t t e r  e x p l a i n e d  t h e  d i f f e r e n c e  b e t w e e n  f a c e - t o - f a c e  
a n d  t e l e p h o n e  b y  p o s i t i n g  a  m e d i a t i n g  v a r i a b l e  psychological distance w h i c h  
c a n  b e  i n f l u e n c e d  b y  a  v a r i e t y  o f  f a c t o r s ,  o n l y  o n e  o f  w h i c h  i s  c u e l e s s n e s s .
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O t h e r  f a c t o r s  w h i c h  m i g h t  e f f e c t  p s y c h o l o g i c a l  d i s t a n c e  a r e  t h e  p u r p o s e  o f  t h e  
i n t e r a c t i o n  a n d  t h e  r e l a t i o n s h i p  o f  t h e  p a r t i c i p a n t s .
TASK ORIENTED CONVERSATION
E a r l i e r  i n  t h i s  c h a p t e r  t h e  i m p o r t a n c e  o f  t h e  a i m s  o f  t h e  p a r t i c i p a n t s  i n  a  
c o n v e r s a t i o n  w a s  d i s c u s s e d .  I n  f a c t ,  t h e  a i m s  o f  m a n y  c o n v e r s a t i o n s  m a y  b e  
i l l - d e f i n e d ;  p a s s i n g  t h e  t i m e ,  s o c i a l  c h i t - c h a t  a n d  s o  o n .  I n  c o n t r a s t  e m e r g e n c y  
c a l l s  h a v e  a  c o m m o n ,  s p e c i f i c  p u r p o s e ;  t h e  c a l l e r  w a n t s  h e l p  f r o m  t h e  f i r e  
b r i g a d e  a n d  t h e  o p e r a t o r  n e e d s  t o  k n o w  w h a t  h e l p ,  i f  a n y ,  i s  a p p r o p r i a t e  a n d  
w h e r e  t o  s e n d  i t .  F u r t h e r m o r e ,  t h i s  a i m  h a s  a n  i n h e r e n t  i m p o r t a n c e  a n d  
u r g e n c y  f o r  b o t h  p a r t i c i p a n t s .  T h e  u r g e n c y  m a y  v a r y  f r o m  i n c i d e n t s  o f  a  
p e r s o n  t r a p p e d  i n  a  f i r e  t o  a  p e r s o n  t r a p p e d  i n  a  l i f t ,  b u t  i t  i s  s t i l l  a  s a l i e n t  
f e a t u r e  o f  t h e  s i t u a t i o n .  T h e r e f o r e  t h e r e  i s  l i t t l e  d r i v e  t o w a r d  a f f i l i a t i o n  i n  
t h e s e  c a l l s ;  b o t h  p a r t i c i p a n t s  w a n t  t o  c o m p l e t e  t h e  c a l l  a s  q u i c k l y  a s  p o s s i b l e .  
T h e r e  i s  s o  l i t t l e  s o c i a l  i n t e r a c t i o n  t h a t  t h e s e  c a l l s  m a y  n o t  b e  c o n s i d e r e d  b y  
s o m e  t o  b e  e x a m p l e s  o f  w h a t  i s  n o r m a l l y  l a b e l l e d  c o n v e r s a t i o n .  A s  t h e  c a l l s  
a r e  s o  t a s k - o r i e n t e d  a n  i n c r e a s e  i n  t h e  i m p o r t a n c e  o f  c o n t r o l  o v e r  a f f i l i a t i o n  
m a y  b e  e x p e c t e d  S m i t h  ( 1 9 8 5 ) .
SUM M ARY
E m e r g e n c y  c a l l s  m a y  b e  e x p e c t e d  t o  b e  p u r p o s i v e ,  a s  t h e y  t a k e  p l a c e  t o  f u l f i l  a  
r e a l  n e e d  f o r  t h e  p a r t i c i p a n t s .  T h e i r  p u r p o s e  i s  t o  p e r f o r m  a  s i m p l e  t a s k ,  t h a t  
o f  g i v i n g  t h e  f i r e  b r i g a d e  i n f o r m a t i o n  a b o u t  a n  e m e r g e n c y  a n d  p r o v i d i n g  t h e  
a d d r e s s  o f  t h e  i n c i d e n t  i n  a  f o r m  w h i c h  t h e  f i r e  b r i g a d e  c a n  u s e  t o  m o b i l i s e  
a p p l i a n c e s .  I t  s h o u l d  b e  n o t e d  t h a t ,  w h i l e  a  c a l l e r  m a y  e x p e c t  a d v i c e  a b o u t  
w h a t  a c t i o n s  t o  t a k e ,  o p e r a t o r s  d o  n o t  g i v e  a d v i c e  a n d  g e n e r a l l y  l i m i t  
a s s u r a n c e  t o  a  s t a t e m e n t  a t  t h e  e n d  o f  t h e  c a l l  t h a t  t h e  f i r e  b r i g a d e  i s  o n  i t s  
w a y .  T h e  c o n v e r s a t i o n s  s h o u l d  r e v o l v e  a r o u n d  t h i s  t a s k  p a r t l y  b e c a u s e  t h e  
i n t e r a c t a n t s  a r e  s t r a n g e r s  a n d  s o  h a v e  n o  p r e v i o u s  s o c i a l  l i n k s  a n d  p a r t l y  
b e c a u s e  t h e y  t a k e  p l a c e  o v e r  t h e  t e l e p h o n e .  W h i l e  t e l e p h o n e  c o n v e r s a t i o n s  
c a n  b e  m o r e  i n t i m a t e  a n d  p e r s o n a l  t h a n  f a c e - t o - f a c e  c o n v e r s a t i o n s  i n  s o m e  
i n s t a n c e s ,  t h e  m o r e  u s u a l  r e v e r s e  w o u l d  b e  e x p e c t e d  h e r e .  T h e s e  c a l l s  s h o u l d  
t h e r e f o r e  b e  t a s k  o r i e n t e d  a n d  b e  c h a r a c t e r i s e d  b y  a  n o n - s p o n t a n e o u s  s p e e c h
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s t y l e .  F u r t h e r m o r e ,  b e c a u s e  o f  t h e  t a s k - o r i e n t a t i o n ,  i t  i s  t o  b e  e x p e c t e d  t h a t  
t h e r e  w i l l  b e  a  m a r k e d  d i f f e r e n t i a t i o n  o f  r o l e s  b e t w e e n  o p e r a t o r  a n d  c a l l e r .
A s  t h e  c o n v e r s a t i o n s  a r e  e x p e c t e d  t o  b e  t a s k - o r i e n t e d  a n d  i m p e r s o n a l  t h e  
i m p o r t a n c e  o f  c o n t r o l  o v e r  a f f i l i a t i o n  s h o u l d  b e  e m p h a s i s e d .  O n c e  a g a i n  i t  
s h o u l d  b e  s a i d  t h a t  t h e  c o n t r o l  r e f e r r e d  t o  h e r e  i s  n o t  n e c e s s a r i l y  d o m i n a n c e ,  
b u t  r a t h e r  t h e  t e n d e n c y  t o w a r d s  m a n a g i n g  t h e  f l o w  o f  t h e  c o n v e r s a t i o n .  
B e c a u s e  o f  t h i s  e m p h a s i s  o n  c o n t r o l  t h e s e  c a l l s  w i l l  b e  u s e d  t o  s t u d y  t h e  
c o n t r o l l i n g  s t r a t e g i e s  f o r  i n t e r a c t i o n  m a n a g e m e n t .  T h r e e  a s p e c t s  o f  
m a n a g e m e n t  w i l l  b e  c o n s i d e r e d ;  t u r n ,  a c t i o n  a n d  i n f o r m a t i o n  m a n a g e m e n t .
B e c a u s e  o n e  e f f e c t  o f  c u e l e s s n e s s  i s  i n c r e a s e d  e m p h a s i s  o n  s p e a k e r  r o l e s ,  t h e  
a f f e c t  o f  r o l e  d i f f e r e n t i a t i o n  o n  m a n a g e m e n t  s t r a t e g i e s  w i l l  a l s o  b e  e x a m i n e d .  
T h e  d i f f e r e n c e  i n  s t r a t e g i e s  b y  o p e r a t o r s  a n d  c a l l e r s  w i l l  b e  s t u d i e d  a s  t h e s e  a r e  
t h e  t w o  r o l e s  o f  p r o f e s s i o n a l  a n d  n a i v e  i n t e r a c t a n t .  I t  i s  a l s o  p o s s i b l e  t h a t  t h e  
s e x  o f  t h e  s p e a k e r  m a y  a f f e c t  t h e  s t y l e  o f  t h e  i n t e r a c t i o n .  T h e r e f o r e ,  
d i f f e r e n c e s  i n  m a l e  a n d  f e m a l e  i n t e r a c t a n t s  w i l l  a l s o  b e  s t u d i e d .
D i f f e r e n t  a p p r o a c h e s  a r e  a p p r o p r i a t e  t o  t h e  s t u d y  o f  e a c h  o f  t h e s e  t h r e e  
a s p e c t s .  T h e  o v e r a l l  p l a n  o f  t h i s  s t u d y ,  t h e r e f o r e ,  i s  t o  e x a m i n e  e a c h  a s p e c t  
s e p a r a t e l y  b e f o r e  a t t e m p t i n g  t o  a s s e s s  t h e  r e l a t i o n s h i p s  b e t w e e n  t h e m .
T h e  f i r s t  i s s u e  t o  b e  a d d r e s s e d  d o e s  n o t  c o n c e r n  a n y  o f  t h e s e  a s p e c t s  d i r e c t l y ,  
h o w e v e r ,  b u t  d e a l s  w i t h  t h e  c o n t e x t  w i t h i n  w h i c h  t h e s e  c o n v e r s a t i o n s  t a k e  
p l a c e .  A s  h a s  b e e n  e x p l a i n e d  i n  c h a p t e r  o n e ,  t h e s e  c a l l s  d e a l  w i t h  e m e r g e n c i e s  
a n d  t i m e  p l a y s  a  c r i t i c a l  r o l e  i n  t h e  i n t e r a c t i o n .  A n  i m p o r t a n t  i s s u e ,  
t h e r e f o r e ,  i s  w h i c h  k i n d s  o f  i n t e r a c t i o n a l  e v e n t s  m i l i t a t e  a g a i n s t  t i m e  
e f f i c i e n c y .  T h e  f i r s t  s t u d y  w i l l  e x a m i n e  w h a t  t y p e s  o f  p r o b l e m  o c c u r  i n  t h e s e  
c a l l s  a n d  w h i c h  a r e  m o r e  s e r i o u s  i n  t e r m s  o f  t i m e  l o s s .  T h e  o b j e c t i v e  o f  t h i s  
s t u d y  i s  t o  p r o v i d e  s o m e  b a c k g r o u n d  r e g a r d i n g  t h e  k i n d s  o f  d i f f i c u l t i e s  w h i c h  
c o n v e r s a t i o n a l  m a n a g e m e n t  w o u l d  s e e k  t o  a v o i d .
T h e  d i r e c t  e x a m i n a t i o n  o f  i n t e r a c t i o n  m a n a g e m e n t  w i l l  s t a r t  w i t h  a  s t u d y  o f  
t u r n - t a k i n g .  T h e  i s s u e s  t o  b e  a d d r e s s e d  h e r e  a r e  w h e t h e r  b e h a v i o u r s
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a s s o c i a t e d  w i t h  d o m i n a n c e  ( a m o u n t  o f  s p e e c h ,  i n t e r r u p t i o n s ,  n u m b e r  o f  
s u p p o r t i v e  o r  a s s e n t  t e r m s )  a r e  u s e d  f o r  m a n a g e m e n t .  A s  i t  h a s  b e e n  s h o w n  
t h a t  m e n  t e n d  t o  d i s p l a y  m o r e  d o m i n a n t  b e h a v i o u r s  i n  m i x e d - s e x  p a i r s  
( M u l a c ,  1 9 8 9 )  a n d  t h a t  t a s k  r e l a t e d  s t a t u s  c a n  e n h a n c e  t h i s  e f f e c t  ( L e e t -  
P e l l e g r i n i ,  1 9 8 0 ) ,  t h e  b e h a v i o u r  o f  o p e r a t o r s  a n d  c a l l e r s  i n  s a m e - s e x  a n d  
m i x e d - s e x  c o n v e r s a t i o n s  w i l l  b e  c o m p a r e d  t o  s e e  w h e t h e r  t h e r e  i s  s u p p o r t i v e  
e v i d e n c e  f o r  t h e s e  e f f e c t s  i n  t h e  c u r r e n t  c o r p u s .
T h e  s e c o n d  i s s u e  t o  b e  a d d r e s s e d  i s  t h a t  o f  t h e  u s a g e  o f  s p e e c h  a c t s .  T h e  m a i n  
q u e s t i o n  h e r e  i s  w h i c h  s p e e c h  a c t s ,  i f  a n y ,  a r e  u s e d  t o  c o n t r o l  t h e  f l o w  o f  t h e  
c o n v e r s a t i o n .  F i r s t  t h e  k i n d s  o f  s p e e c h  a c t s  w h i c h  a r e  u s e d  i n  t h e s e  
c o n v e r s a t i o n s  w i l l  b e  n o t e d .  S e c o n d ,  t h e  u s a g e  o f  t h e s e  a c t s  w i l l  b e  e x a m i n e d  
i n  t e r m s  o f  t h e i r  s e q u e n c e  t o  s e e  w h e t h e r  t h e  u s a g e  o f  c e r t a i n  a c t s  b y  o n e  p a r t y  
m a y  i n f l u e n c e  t h e  s u b s e q u e n t  s p e e c h  o f  t h e  o t h e r  p a r t y .  T h e  u s a g e  p a t t e r n s  o f  
s p e e c h  a c t s  w i l l  b e  c o m p a r e d  t o  t h o s e  f o u n d  b y  T h o m a s ,  R o g e r  a n d  B u l l  ( 1 9 8 3 )  
i n  a n  e x p e r i m e n t a l  c o n t e x t .  A s  t h i s  e x p e r i m e n t a l  c o n t e x t  c a l l e d  f o r  d i s c u s s i o n  
r a t h e r  t h a n  i n f o r m a t i o n  t r a n s f e r ,  d i f f e r e n c e s  r e l a t e d  t o  t h e  c o n v e r s a t i o n  t a s k  
m a y  b e  e x p e c t e d .
T h e  t h i r d  a s p e c t  o f  c o n v e r s a t i o n a l  m a n a g e m e n t ,  c o n c e r n i n g  t h e  t r a n s m i s s i o n  
o f  i n f o r m a t i o n ,  w i l l  b e  s t u d i e d  b y  e x a m i n i n g  t h e  w a y  i n  w h i c h  d i f f e r e n t  
p i e c e s  o f  i n f o r m a t i o n  a r e  d e a l t  w i t h .  F r o m  ' s c r i p t '  t h e o r y  ( S c h a n k  a n d  
A b e l s o n ,  1 9 7 7 ;  L e h n e r t ,  1 9 7 7 )  i t  i s  e x p e c t e d  t h a t  w h e r e  t h e  c a l l e r  c a n  a n t i c i p a t e  
t h a t  c e r t a i n  i n f o r m a t i o n  w i l l  b e  r e q u i r e d ,  t h i s  i n f o r m a t i o n  w i l l  b e  d e a l t  w i t h  
i n  a  d i f f e r e n t  m a n n e r  f r o m  u n e x p e c t e d  i n f o r m a t i o n .
F i n a l l y ,  b e h a v i o u r s  s t u d i e d  i n  t h e  c o n t e x t  o f  t u r n - m a n a g e m e n t  a n d  s p e e c h  
a c t  u s a g e  w i l l  b e  t a k e n  a s  c o n v e r s a t i o n a l  e v e n t s  r a t h e r  t h a n  a s  b e h a v i o u r  
f r o m  t w o  s e p a r a t e  d o m a i n s .  U s i n g  m u l t i d i m e n s i o n a l  t e c h n i q u e s  t h e  
r e l a t i o n s h i p s  b e t w e e n  t h e s e  e v e n t s  w i l l  b e  e x a m i n e d  i n  t e r m s  o f  r o l e ,  t a s k  
a n d  c o n v e r s a t i o n a l  m a n a g e m e n t .
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T h e  t a p i n g  o f  t h e  c a l l s  w a s  m a d e  p o s s i b l e  t h r o u g h  p r e v i o u s  c o n t a c t  b e t w e e n  
t h e  F i r e  R e s e a r c h  U n i t  a t  t h e  D e p a r t m e n t  o f  P s y c h o l o g y ,  U n i v e r s i t y  o f  S u r r e y ,  
a n d  t h e  L o n d o n  M e t r o p o l i t a n  F i r e  B r i g a d e .  A r r a n g e m e n t s  w e r e  m a d e  t o  t a p e  
a  s a m p l e  o f  c a l l s  a t  t h e  C r o y d o n  C o n t r o l  R o o m ,  o n e  o f  t h r e e  s u c h  c o n t r o l  
u n i t s  w h i c h  s e r v e d  t h e  d i s t r i c t  c o v e r e d  b y  t h e  M e t r o p o l i t a n  F i r e  B r i g a d e .  
C r o y d o n  c o n t r o l  w a s  r e s p o n s i b l e  f o r  t h e  a r e a  o f  L o n d o n  s o u t h  o f  t h e  r i v e r  
T h a m e s .  O n e  h u n d r e d  c a l l s  a  d a y ,  o n  a v e r a g e  w e r e  t a k e n  a t  C r o y d o n .  S i n c e  
t h e  t i m e  o f  t h i s  s t u d y  a  s i n g l e  c o n t r o l  r o o m  h a s  b e e n  s e t  u p  a t  t h e  L o n d o n  
F i r e  B r i g a d e  h e a d q u a r t e r s .  T h e  e q u i p m e n t  a n d  p r o c e d u r e s  a t  t h e  c o n t r o l  
r o o m  h a v e  n o w  c h a n g e d .  T h e  d e s c r i p t i o n  b e l o w  r e f e r s  t o  t h o s e  c u r r e n t  a t  t h e  
t i m e  o f  t h e  s t u d y .
S t a f f i n g
T h e  c o n t r o l  r o o m  w a s  m a n n e d  i n  f o u r  s h i f t s .  E a c h  s h i f t  w a s  s t a f f e d  b y  n i n e  
o p e r a t o r s  a n d  f o u r  s u p e r v i s o r s .  T h e r e  w o u l d  a l w a y s  b e  a t  l e a s t  s i x  o p e r a t o r s  
i n  t h e  c o n t r o l  r o o m  a t  a n y  t i m e .  S h i f t s  w e r e  8 . 3 0  A M  t o  5 . 3 0  P M  a n d  5 . 3 0  P M  
t o  8 . 3 0  A M .  E a c h  o p e r a t o r  t o o k  t h e  d a y  s h i f t  o n e  d a y ,  t h e  n i g h t  s h i f t  t h e  
f o l l o w i n g  d a y  a n d  t h e n  h a d  t w o  d a y s  o f f .  I n  t i m e s  o f  e m e r g e n c y ,  s u c h  a s  
w i d e s p r e a d  f l o o d i n g ,  a n  o p e r a t o r  m i g h t  g e t  n o  b r e a k s ,  e v e n  i n  t h e  1 5  h o u r  
l o n g  n i g h t  s h i f t .
C o n t r o l  r o o m  p r o c e d u r e
A l l  c a l l s  o n  t h e  9 9 9  e m e r g e n c y  n u m b e r  a r e  r o u t e d  t h r o u g h  t h e  B r i t i s h  
T e l e c o m  s w i t c h b o a r d ,  w h e r e  t h e y  a r e  a s s i g n e d  p r i o r i t y .  T h e  o p e r a t o r  a s k s  f o r  
t h e  c a l l e r s  n a m e  a n d  t e l e p h o n e  n u m b e r  a n d  f o r  t h e  s e r v i c e  r e q u i r e d .  T h e  c a l l  
i s  t h e n  p a s s e d  o n  t o  t h e  f i r e  b r i g a d e  c o n t r o l  r o o m .  T h e  B r i t i s h  T e l e c o m  
o p e r a t o r  m a y  p a s s  t h e  c a l l e r ' s  p h o n e  n u m b e r  o n  t o  t h e  f i r e  b r i g a d e  o p e r a t o r  
b e f o r e  s h e  p u t s  t h e  c a l l e r  t h r o u g h ,  i n  t h e s e  c a s e s  t h e  b r i g a d e  o p e r a t o r  w i l l  n o t  
n o r m a l l y  a s k  f o r  t h i s  i n f o r m a t i o n  a g a i n .
CHAPTER 4 THE SAMPLE
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Figure 1 Diagrammatic representation of the operators' work station
1 B - V D U
1 A  E x c h a n g e  l i n e s  -  l i g h t s  a n d  s w i t c h e s
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1 C  -  K e y s  f o r  l o c a l  u n i t s
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K e y b o a r d
A n  i n c o m i n g  c a l l  w a s  i n d i c a t e d  b y  a  l i g h t  o v e r  a n  e x c h a n g e  l i n e  s w i t c h  
l i g h t i n g  u p  ( f i g  l a ) .  T h e r e  w e r e  s i x  e x c h a n g e  l i n e s  t o  e a c h  w o r k  s t a t i o n  a n d  
t h r e e  o v e r f l o w  l i n e s  w h i c h  t h e  B T  o p e r a t o r  c o u l d  d i a l  d i r e c t .  A s  t h e  o p e r a t o r  
l i s t e n e d  t o  t h e  c a l l e r  s h e  e n t e r e d  t h e  r e l e v a n t  i n f o r m a t i o n  i n t o  a  
c o m p u t e r i s e d  s y s t e m  w h i c h  c o n t r o l l e d  t h e  r e l a y  t o  t h e  f i r e  b r i g a d e  s t a t i o n s  
( f i g  l b ) .  A  s e c o n d  o p e r a t o r  c o u l d  s e e  w h a t  w a s  b e i n g  t y p e d  o n  t h e  s c r e e n  o n  a  
s e c o n d  V D U  a n d  h e a r d  t h e  c o n v e r s a t i o n  o n  a  l i n k e d  s e t  o f  h e a d p h o n e s .  T h i s  
s e c o n d  o p e r a t o r  s e a r c h e d  t h r o u g h  i n d e x  c a r d s  w h i c h  g a v e  t h e  p r e d e t e r m i n e d  
a t t e n d a n c e s  f o r  e a c h  s t r e e t  o r ,  i n  t h e  c a s e  o f  l o n g  s t r e e t s ,  e a c h  s e c t i o n ,  a l o n g  
w i t h  a  l i s t  o f  t h e  n e a r e s t  f i r e  s t a t i o n s  w h i c h  w o u l d  b e  a s k e d  t o  a t t e n d .  T h i s  
c a r d  a l s o  g a v e  a  b a c k - u p  l i s t  o f  s t a t i o n s  a n d  a  l i s t  o f  s t a t i o n s  i n  t h e  v i c i n i t y  
w h i c h  h e l d  s p e c i a l  e q u i p m e n t .  T h e  o p e r a t o r  t y p e d  o n t o  t h e  s c r e e n  t h e  t i m e ,  
t h e  p r e d e t e r m i n e d  a t t e n d a n c e ,  t h e  a t t e n d i n g  s t a t i o n  a n d  a  m a p  r e f e r e n c e .  I n  
o r d e r  t o  l o c a t e  t h e  i n c i d e n t  a n d  d e c i d e  o n  t h e  l e v e l  o f  a t t e n d a n c e  r e q u i r e d  t h e  
o p e r a t o r  n e e d e d  f i v e  p i e c e s  o f  i n f o r m a t i o n ;  t h e  r o a d  n a m e ,  t h e  n e a r e s t  s i d e  
s t r e e t ,  m a i n  r o a d  o r  v e h i c u l a r  a c c e s s  ( o f t e n  t o  p i n - p o i n t  p a r t  o f  a  l o n g  s t r e e t ) ,  
t h e  t y p e  o f  i n c i d e n t ,  w h e t h e r  t h e r e  w e r e  p e o p l e  i n v o l v e d ,  a n d  t h e  c a l l e r ' s  
t e l e p h o n e  n u m b e r .  T h i s  i n f o r m a t i o n  w a s  t h e n  s e n t  t o  a  s t a t i o n  b y  p r e s s i n g  
t h e  a p p r o p r i a t e  k e y  f o r  t h a t  s t a t i o n  o n  t h e  c o n s o l e  ( f i g  1 c ) .  T h e  t r a n s m i s s i o n  
o f  t h e  m e s s a g e  a u t o m a t i c a l l y  s t a r t e d  t h e  a l a r m  b e l l  a t  t h e  s t a t i o n .  N o n - u r g e n t  
m e s s a g e s  c o u l d  b e  s e n t  w i t h o u t  t h e  b e l l  r i n g i n g .  A  c o p y  o f  t h e  m e s s a g e  w a s
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p r i n t e d  a t  t h e  c o n t r o l  r o o m .  M e s s a g e s  c o u l d  a l s o  b e  t r a n s m i t t e d  b y  t e l e p h o n e  
a n d  t h e r e  w a s  a  b a c k - u p  m a n u a l  s y s t e m  f o r  s o u n d i n g  t h e  s t a t i o n  b e l l  i n  t h e s e  
c a s e s .
A  t h i r d  o p e r a t o r  t o o k  t o g g l e s  d e n o t i n g  e a c h  p u m p  o r  a p p l i a n c e  m o b i l i s e d  a n d  
p u t  t h e m  o n  a  c h a r t  o f  G r e a t e r  L o n d o n  t o g e t h e r  w i t h  t h e  a d d r e s s  o f  t h e  
i n c i d e n t .  A n y  a p p l i a n c e  n o t  o n  t h i s  c h a r t  w a s  a v a i l a b l e  t o  b e  c a l l e d  o u t ,  e v e n  
i f  i t  w a s  n o t  a t  i t s  h o m e  s t a t i o n .  T h e  t o g g l e s  f o r  a p p l i a n c e s  n o t  a t  t h e  s t a t i o n  
w e r e  t h e r e f o r e  m a r k e d  w i t h  a  c o l o u r e d  t a g  t o  d e n o t e  t h e  r e a s o n  f o r  t h e i r  
a b s e n c e  f r o m  t h e  s t a t i o n .
T h e  o f f i c e r  i n  a t t e n d a n c e  a t  t h e  f i r e  s e n t  a  m e s s a g e  b a c k  t o  c o n t r o l  a s  s o o n  a s  
s / h e  h a d  a s s e s s e d  t h e  s e v e r i t y  o f  t h e  i n c i d e n t .  I f  n o  f u r t h e r  h e l p  w a s  r e q u i r e d  
a  ’ s t o p '  m e s s a g e  w a s  s e n t .  I f  f u r t h e r  p u m p s  a r e  r e q u i r e d  t h e  m e s s a g e  
i n d i c a t e d  t h e  t o t a l  n u m b e r  a n d  t y p e  o f  p u m p s  r e q u i r e d ,  i n c l u d i n g  t h o s e  
a l r e a d y  i n  a t t e n d a n c e  ( e . g .  m a k e  p u m p s  f o u r ) .
T h e  o p e r a t o r  w a s  a l s o  i n  t o u c h  w i t h  t h e  o t h e r  c o n t r o l  r o o m s  ( a t  S t r a t f o r d  a n d  
W e m b l e y )  v i a  r a d i o .  A l t h o u g h  e a c h  a r e a  w a s  s e l f - s u f f i c i e n t  t o  a  l a r g e  e x t e n t ,  
h e l p  c o u l d  b e  p r o c u r e d  f r o m  n e i g h b o u r i n g  a r e a s ,  e s p e c i a l l y  t o  i n c i d e n t s  n e a r  
t h e  b o u n d a r y .  T h i s  a l s o  a p p l i e d  t o  b o u n d a r i e s  w i t h  t h e  n o n - m e t r o p o l i t a n  f i r e  
b r i g a d e s .  T h e  o p e r a t o r  m i g h t  n e e d  t o  d o  t h i s  t o  p r o v i d e  c o v e r  o v e r  a l l  t h e  
a r e a  i n  t h e  e v e n t  o f  a  m a j o r  i n c i d e n t  d r a i n i n g  r e s o u r c e s  i n  o n e  p l a c e .  T h e  
o p e r a t o r  w o u l d ,  i n  t h i s  c a s e ,  m o v e  p u m p s  f r o m  o n e  s t a t i o n  t o  a n o t h e r  t o  
e v e n  o u t  t h e  s p r e a d  o f  r e s o u r c e s .
O p e r a t o r s  a l s o  r e c e i v e d  c a l l s  f r o m  w i t h i n  t h e  f i r e  s e r v i c e ,  b o t h  f r o m  f i r e  
o f f i c e r s  a t t e n d i n g  i n c i d e n t s  a n d  f r o m  t h e  s t a t i o n s  a n d  o t h e r  c o n t r o l  r o o m s ,  
a n d  r o u t i n e l y  f r o m  t h e  B r i t i s h  T e l e c o m  o p e r a t o r s  t o  c h e c k  t h a t  t h e  l i n e s  w e r e  
w o r k i n g .
T h e  e q u i p m e n t  u s e d  i n  c o n t r o l  r o o m s  p l a c e d  s o m e  r e s t r i c t i o n s  o n  t h e  
o p e r a t o r .  W h i l e  a  m e s s a g e  s t i l l  a p p e a r e d  o n  t h e  s c r e e n  n o  n e w  m e s s a g e s  
c o u l d  b e  t y p e d  i n .  W h e n  a n  o p e r a t o r  h a d  a  n u m b e r  o f  c a l l s  w a i t i n g  t h e y
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t e n d e d  t o  j o t  d o w n  t h e  i n f o r m a t i o n  o n t o  p a p e r  w h i l e  w a i t i n g  f o r  t h e  s c r e e n  
t o  c l e a r .  T h i s  w a s  n o t  c o n s i d e r e d  s t a n d a r d  p r a c t i c e .  A l t h o u g h  t h i s  d i d  n o t  
s p e e d  u p  t h e  r a t e  a t  w h i c h  m e s s a g e s  c o u l d  b e  s e n t  o u t  t o  a n y  g r e a t  e x t e n t  i t  d i d  
h a v e  t w o  a d v a n t a g e s ;  f i r s t l y ,  i t  h e l p e d  t o  r e d u c e  d i s t r e s s  i n  c a l l e r s  w h o  w o u l d  
o t h e r w i s e  h a v e  t o  w a i t  f o r  s o m e  t i m e  b e f o r e  t h e  o p e r a t o r  r e p l i e d  a n d  
s e c o n d l y ,  i t  a l l o w e d  t h e  o p e r a t o r  t o  a s s e s s  t h e  u r g e n c y  o f  a l l  i n c o m i n g  c a l l s  
a n d ,  i f  n e c e s s a r y ,  g i v e  s o m e  a  h i g h e r  p r i o r i t y .  T h e y  c o u l d  f o r  e x a m p l e  p i c k  
o u t  a  c a l l  t o  a  h o u s e  f i r e  a t  a  t i m e  o f  w i d e s p r e a d  f l o o d i n g  a n d  d e a l  w i t h  t h a t  
f i r s t .
A l l  c a l l s  t o  f i r e  r e q u i r e  a t t e n d a n c e ,  e v e n  i t  t h e  o p e r a t o r  f e e l s  t h a t  t h e  c a l l  i s  a  
h o a x .  T h e  o n l y  c a t e g o r y  o f  c a l l s  w h e r e  t h e  o p e r a t o r  m a y  m a k e  a  d e c i s i o n  t h a t  
a t t e n d a n c e  i s  n o t  a p p r o p r i a t e  i s  s p e c i a l  s e r v i c e  c a l l s ,  u s u a l l y  i n  c a s e s  o f  p e o p l e  
w h o  h a v e  l o c k e d  t h e m s e l v e s  o u t ,  o r  a n i m a l s  s t u c k  i n  t r e e s .  I n  t h e s e  c a s e s  t h e  
c a l l e r  i s  r e f e r r e d  t o  t h e  p o l i c e ,  l o c k s m i t h s ,  o r  t h e  R S P C A  a s  a p p r o p r i a t e .
T h e  s u p e r v i s o r y  s t a f f  a t  t h e  L o n d o n  M e t r o p o l i t a n  f i r e  b r i g a d e  w e r e  k e e n  t o  
e m p h a s i s e  t h e  i m p o r t a n c e  o f  c o n t r o l  r o o m  w o r k  a n d  o f  t h e  e f f i c i e n c y  w i t h  
w h i c h  i t  w a s  c a r r i e d  o u t .  T h e  s t r e s s  p l a c e d  o n  o p e r a t o r s  d u r i n g  p e a k  p e r i o d s  '  
w a s  e m p h a s i s e d ,  a s  w a s  t h e  f a c t  t h a t  t h e  w o r k l o a d  w a s  v a r i a b l e  a n d  
u n p r e d i c t a b l e .  B e c a u s e  o f  t h i s  s t r e s s  c o n t r o l  r o o m  s t a f f  t e n d  t o  r e t i r e  y o u n g ,  
c e r t a i n l y  b e f o r e  t h e y  r e a c h  6 0  y e a r s  o f  a g e .
Data collection
A l l  i n c o m i n g  a n d  o u t g o i n g  c a l l s  w e r e  n o r m a l l y  r e c o r d e d  i n  t h e  c o n t r o l  r o o m ,  
u s i n g  a  t a p e  r e c o r d e r  l i n k e d  t o  e a c h  o p e r a t o r  s t a t i o n .  N o r m a l l y  t h e  t a p e s  
w e r e  w i p e d  c l e a n  b y  r e - r e c o r d i n g  w h e n  t h e  t a p e  w a s  f u l l .  A r r a n g e m e n t s  w e r e  
m a d e  w i t h  t h e  c o n t r o l  r o o m  s t a f f  t o  k e e p  a  c o n t i n u o u s  r e c o r d  o f  a l l  c a l l s  f o r  
t e n  d a y s ,  b y  r e p l a c i n g  t h e  t a p e s  r a t h e r  t h a n  o v e r - r e c o r d i n g .  T h e  s t a r t  t i m e  a n d  
f i n i s h i n g  t i m e  f o r  e a c h  t a p e  w a s  n o t e d .
T h e  f i r e  b r i g a d e  a l s o  s u p p l i e d  F o r m  3 1 B  f o r  e a c h  d a y  t h a t  r e c o r d i n g s  w e r e  
m a d e .  T h i s  f o r m  d e t a i l s  t h e  t i m e  e a c h  c a l l  w a s  r e c e i v e d ,  t h e  a d d r e s s  o f  t h e  
i n c i d e n t ,  t h e  t y p e  o f  i n c i d e n t ,  t h e  n u m b e r  o f  a p p l i a n c e s  a t t e n d i n g  a n d  t h e i r
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o r i g i n a t i n g  s t a t i o n  a n d  w h e t h e r  t h e r e  w a s  a  r e p o r t  o f  p e o p l e  i n v o l v e d  i n  t h e  
i n c i d e n t .  S e v e n  c a t e g o r i e s  o f  i n c i d e n t  a r e  d i s t i n g u i s h e d ;  f i r e ,  g r a s s  f i r e ,  
r u b b i s h  f i r e ,  c h i m n e y  f i r e ,  s p e c i a l  s e r v i c e s  ( e g  r o a d  a c c i d e n t s ,  p e o p l e  t r a p p e d  
i n  l i f t s ) ,  f a l s e  a l a r m  w i t h  g o o d  i n t e n t  a n d  f a l s e  a l a r m  w i t h  m a l i c i o u s  i n t e n t .  
O v e r  t h e  t e n  d a y  r e c o r d i n g  p e r i o d  8 5 0  c a l l s  w e r e  t a p e d  a n d  i d e n t i f i e d .  B y  c r o s s  
r e f e r e n c e  t o  F o r m  3 1 B  t h e  t i m e ,  s e v e r i t y  a n d  n a t u r e  o f  t h e  i n c i d e n t  w a s  
a s c e r t a i n e d  f o r  7 8 6  o f  t h e s e  c a l l s .  N o t  a l l  c a l l s  w e r e  s u i t a b l e  f o r  a n a l y s i s  a s  
s o m e  w e r e  i n c o m p l e t e .  O r i g i n a l l y  2 4  t a p e s  w e r e  u s e d  a n d  t h e s e  w e r e  l a t e r  
s u p p l e m e n t e d  w i t h  c a l l s  t a k e n  b y  m a l e  o p e r a t o r s  f r o m  a  f u r t h e r  s e v e n  t a p e s .  
T h i s  w a s  b e c a u s e  m a l e  o p e r a t o r s  w e r e  r e l a t i v e l y  r a r e .  O n l y  c a l l s  f r o m  t h e  
p u b l i c  w e r e  u s e d .  C a l l s  f r o m  t h e  p o l i c e ,  f r o m  w i t h i n  t h e  f i r e  b r i g a d e  a n d  
f r o m  a u t o m a t i c  f i r e  w a r n i n g  s y s t e m s  w e r e  d i s c a r d e d .
Table 1 Frequency of each type of call.
F r e q u e n c y % M e a n  T i m e S t  d e v R a n g e
F i r e 3 0 1 3 8 . 5 4 4 . 4 1 7 . 4 7 - 1 0
S p e c i a l  s e r v i c e s 1 5 2 1 9 . 5 5 6 . 6 3 4 . 4 1 2 - 2 6 1
R u b b i s h  f i r e s 1 3 1 1 6 . 8 4 9 . 6 22.0 8 - 1 4 5
M a l i c i o u s 1 0 5 1 3 . 4 5 8 . 4 4 4 . 3 1 2 - 3 2 7
A l a r m  c a u s e d 6 7 8.6 5 1 . 1 22.68 1 7 - 1 4 0
G r a s s  f i r e s 2 5 3 . 2 6 2 . 8 2 5 . 0 0 1 4 - 1 0 3
C h i m n e y 5 0.6 4 5 . 4 12.11 3 1 - 6 2
T o t a l 7 8 6
T h e  d u r a t i o n  o f  t h e  c a l l s  a r e  s h o w n  i n  f i g u r e s  1  a n d  2  b e l o w .
Table 2 Sample compared to distribution of calls received in 19831-
T y p e  o f  i n c i d e n t 1 9 8 3 S a m p l e
N = 1 0 7 , 2 6 6 N = 7 8 6
F i r e s  ( i n c l u d i n g  g r a s s  a n d  r u b b i s h ) 4 6 . 8 % 5 8 . 1 %
C h i m n e y 0 . 5 % 0. 6%
F a l s e  a l a r m  ( g o o d  i n t e n t ) 7 . 9 % 8 . 5 %
F a l s e  a l a r m  ( m a l i c i o u s  i n t e n t ) 1 7 . 2 % 1 3 . 4 %
S p e c i a l  s e r v i c e s 2 7 . 7 % 1 9 . 3 %
f i g u r e s  s u p p l i e d  b y  t h e  L o n d o n  F i r e  B r i g a d e .  B a s e d  o n  t o t a l  c a l l s  f o r  t h e  
L o n d o n  r e g i o n  i n  1 9 8 3
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M a l i c i o u s  a n d  s p e c i a l  s e r v i c e s  c a l l s  a r e  u n d e r - r e p r e s e n t e d  a n d  f i r e s ,  c h i m n e y  
f i r e s  a n d  f a l s e  a l a r m s  a r e  o v e r - r e p r e s e n t e d  i n  t h e  t a p e d  s a m p l e .  A s  t h e  
a n a l y s i s  c o n c e n t r a t e s  o n  c a l l s  t o  f i r e s  t h i s  s h o u l d  n o t  p r e s e n t  a  p r o b l e m .
T r a n s c r i p t i o n
T h e  c a l l s  w e r e  t r a n s c r i b e d  v e r b a t i m .  T h e  f o l l o w i n g  e x a m p l e s  s h o w  t h e  
n o t a t i o n  s y s t e m  u s e d .  T r a i n i n g  i n  t h e  t r a n s c r i p t i o n  s y s t e m  w a s  c a r r i e d  o u t  
o n  a  s e p a r a t e  s a m p l e  o f  c a l l s .  E a c h  c a l l  w a s  g i v e n  a  r e f e r e n c e  n u m b e r  
c o n s i s t i n g  o f  t h e  t a p e  n u m b e r  a n d  t h e  c a l l  n u m b e r  o n  t h a t  t a p e ,  s e p a r a t e d  b y  a  
s l a s h ,  f o r  e x a m p l e ,  c a l l  1 6 / 7  i s  t h e  s e v e n t h  c a l l  o n  t h e  s i x t e e n t h  t a p e .
S i m u l t a n e o u s  s p e e c h  i s  i n d i c a t e d  b y  u n d e r l i n i n g :
1 7  O p e r a t o r   i t ' s  d e f i n i t e l y  M i t c h a m  i s  i t  n o t
1 8  C a l l e r  Y e h  i t ' s  B e d d i n g t o n  C o r n e r
I n d e c i p h e r a b l e  s p e e c h  i s  i n d i c a t e d  b y  d a s h e s  e n c l o s e d  i n  b r a c k e t s :
2 3  O p e r a t o r  H i g h  h o w  y o u  s p e l l i n g  i t
2 4  C a l l e r  ( - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - )  t r o u b l e  o h
S i l e n t  p a u s e s  a r e  i n d i c a t e d  u s i n g  f u l l  s t o p s .  E a c h  f u l l  s t o p  r e p r e s e n t s  
a p p r o x i m a t e l y  o n e  s e c o n d  o f  s i l e n c e :
1 2  C a l l e r  A h  .  M i t c h a m
V e r y  l o n g  g a p s  a r e  g i v e n  i n  w o r d s :
1 6  C a l l e r  O h  h a v e  t h e y  h a n g  o n  ( 1 4  s e c o n d s )  I  d i d n ' t  k n o w  i f  a n y o n e  h a d
p h o n e d
I n  s o m e  e x a m p l e s  t h e  f u l l  u t t e r a n c e  i s  n o t  g i v e n .  I n  t h e s e  c a s e s  t h e r e  i s  a  
l e a d i n g  t r a i l  o f  f u l l  s t o p s .  T h e s e  s h o u l d  n o t  b e  c o n f u s e d  w i t h  s i l e n c e  
e m b e d d e d  i n  u t t e r a n c e s :
1 7  O p e r a t o r   i t ' s  d e f i n i t e l y  M i t c h a m  i s  i t  n o t
B a c k - c h a n n e l  r e s p o n s e s  d u r i n g  s h o r t  u t t e r a n c e s  a r e  i n d i c a t e d  b y  t h e  l i s t e n e r  
r e s p o n s e  b e i n g  g i v e n  b e l o w  a  g a p  i n  t h e  u t t e r a n c e .  W h e r e  t h e  u t t e r a n c e  i s  t o o  
l o n g  f o r  t h i s  a p p r o a c h  t o  b e  p r a c t i c a l ,  t h e  b a c k - c h a n n e l  s p e e c h  i s  e m b e d d e d  i n
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t h e  u t t e r a n c e  i n  b r a c k e t s  a n d  t h e  s p e a k e r  o f  t h e  b a c k  c h a n n e l  r e s p o n s e  i s  
i n d i c a t e d :
1 2  C a l l e r  P O R  T H  C A W E
1 3  O p e r a t o r  Y e h  Y e h
2  C a l l e r  A h  g o o d  e v e n i n g  I ' m  a  d i s a b l e d  m a t r o n  l i v i n g  i n  s h e l t e r e d
a c c o m m o d a t i o n  ( O - Y e s )  I  c a n ' t  g e t  t h e  w a r d e n  a n d  I ’ v e  h a d  a  
s l i g h t  a c c i d e n t  i n  t h e  k i t c h e n  I ’ v e  m a n a g e d  t o  p u t  t h e  f i r e  
b l a n k e t  o n  i t  ( O - Y e h )  a h  b u t  I ' d  b e  h a p p y  i f  y o u  c o u l d  c o m e  o u t  
a n d  l o o k  a t  i t  b e c a u s e  t h e r e ' s  f o r t y - e i g h t  p e o p l e  i n  h e r e
W h e n  a  s p e a k e r  r a i s e s  t h e i r  v o i c e  n o t i c e a b l y  t h e  s p e e c h  i s  w r i t t e n  i n  c a p i t a l  
l e t t e r s  t o  i n d i c a t e  l o u d n e s s :
2 9  O p e r a t o r  W H A T  I S  T H E  T E L E P H O N E  N U M B E R  Y O U  A R E  
C A L L I N G  F R O M
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I N T R O D U C T I O N
I t  h a s  a l r e a d y  b e e n  s t a t e d  t h a t  c o n v e r s a t i o n  m a n a g e m e n t  i s  i m p o r t a n t  i n  9 9 9  
c a l l s  b e c a u s e  t h e  c a l l s  n e e d  t o  b e  e f f i c i e n t .  T i m e  i s  o f  p r i m e  i m p o r t a n c e  i n  
t h e s e  c a l l s .  T h e r e  i s  t h e r e f o r e  a  c o n s i d e r a b l e  i n c e n t i v e  f o r  b o t h  o p e r a t o r  a n d  
c a l l e r  t o  k e e p  t h e  c o n v e r s a t i o n  a s  s h o r t  a s  p o s s i b l e .  A n y  p r o b l e m s  w h i c h  
o c c u r  i n  t h e  c a l l s  w i l l  w o r k  a g a i n s t  t h e  a i m  o f  k e e p i n g  t i m e  d o w n .  A s  a  
b a c k g r o u n d  t o  t h e  s t u d y  o f  m a n a g e m e n t ,  a n  e x p l o r a t o r y  s t u d y  w a s  c a r r i e d  o u t  
t o  i d e n t i f y  t h e  t y p e s  o f  p r o b l e m  w i t h  w h i c h  t h e  i n t e r a c t a n t s  m a y  h a v e  t o  d e a l .  
T h i s  s t u d y  f u r t h e r  e x a m i n e d  w h i c h  p r o b l e m s  t e n d e d  t o  c o - o c c u r  a n d  w h e t h e r  
s o m e  w e r e  m o r e  s e r i o u s  t h a n  o t h e r s ,  t h a t  i s ,  w h e t h e r  t h e i r  i n c i d e n c e  w a s  
a s s o c i a t e d  w i t h  c a l l s  t a k i n g  l o n g e r  t o  c o m p l e t e .
I t  h a s  b e e n  f o u n d  t h a t  a  s o u n d  o n l y  c o m m u n i c a t i o n  c h a n n e l  i s  a s  e f f i c i e n t  a s  
f a c e - t o - f a c e  f o r  t h e  t r a n s m i s s i o n  o f  p u r e l y  v e r b a l  m a t e r i a l ,  w h e r e  e f f i c i e n c y  i s  
m e a s u r e d  b y  b o t h  t h e  a c c u r a c y  o f  t r a n s m i s s i o n  a n d  t h e  t i m e  t a k e n  
( C h a m p n e s s  a n d  R e i d ,  1 9 7 0 ) .  F u r t h e r m o r e ,  s o u n d  o n l y  d i s c u s s i o n s  o f  a  
p r o b l e m  a r e  n o r m a l l y  s h o r t e r  t h a n  f a c e - t o - f a c e  d i s c u s s i o n s  o f  t h e  s a m e  
p r o b l e m  ( D a v i e s ,  1 9 7 1 a ,  1 9 7 1 b ;  S h o r t ,  W i l l i a m s  a n d  C h r i s t i e ,  1 9 7 6 ;  T y s o e ,  
1 9 8 4 ) .  A s  f a r  a s  t u r n  t r a n s i t i o n  m a n a g e m e n t  i s  c o n c e r n e d ,  B e a t t i e  a n d  
B a r n a r d  ( 1 9 7 9 )  f o u n d  n o  e v i d e n c e  o f  t e l e p h o n e  c a l l s  b e i n g  a d v e r s e l y  e f f e c t e d  
b y  t h e  a b s e n c e  o f  v i s u a l  c u e s .  B e a t t i e  a n d  B a r n a r d  c o m p a r e d  t h e  t u r n -  
s w i t c h i n g  p a t t e r n s  i n  1 8  d i r e c t o r y  e n q u i r y  c a l l s  w i t h  t h o s e  f o u n d  i n  a  
p r e v i o u s  s t u d y  o f  f a c e - t o - f a c e  i n t e r a c t i o n  ( B e a t t i e ,  1 9 7 8 a ) .  T h e  p r o p o r t i o n  o f  
s p e a k e r  s w i t c h e s  w h i c h  i n v o l v e d  s i m u l t a n e o u s  s p e e c h  w e r e ,  i n  f a c t ,  h i g h e r  
f o r  f a c e - t o - f a c e  i n t e r a c t i o n s  t h a n  f o r  t h e  t e l e p h o n e  c a l l s .  A l s o  t h e r e  w a s  n o  
d i f f e r e n c e  b e t w e e n  t h e  t w o  s a m p l e s  i n  t h e  t i m e  d e l a y  i n v o l v e d  i n  s p e a k e r  
s w i t c h e s .  T h e r e f o r e ,  t e l e p h o n e  c a l l s  h a v e  b e e n  f o u n d  t o  b e  a s  e f f i c i e n t  a s  f a c e -  
t o - f a c e  c o n v e r s a t i o n s  a n d  t o  h a v e  s m o o t h  s p e a k e r  s w i t c h e s .
L o o k i n g  a t  t h e  d i s t r i b u t i o n  o f  t i m e s  t a k e n  f o r  c a l l s  t o  f i r e s  ( p r e v i o u s  c h a p t e r )  
i t  c a n  b e  s e e n  t h a t  t h e  m a j o r i t y  o f  c a l l s  f a l l  b e t w e e n  3 0  s e c o n d s  a n d  1  m i n u t e  
i n  l e n g t h .  S i n c e  f e w  c a l l s  f a l l  b e l o w  3 0  s e c o n d s  i t  m u s t  b e  a s s u m e d  t h a t  t h i s  i s
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a b o u t  t h e  m i n i m u m  t i m e  n e c e s s a r y  t o  c o m p l e t e  a  c a l l .  I n  g e n e r a l  t h e n ,  t h e s e  
c a l l s  a r e  s h o r t  a n d  e f f i c i e n t .  T h e r e  a r e  t w o  p o s s i b l e  r e a s o n s  f o r  t h i s ,  f i r s t  t h a t  
t h e  c a l l s  a r e  s i m p l e  a n d  s t r a i g h t f o r w a r d  w i t h  n o  p o t e n t i a l  f o r  d i s r u p t i o n ,  
s e c o n d  t h a t  t h e  c a l l s  a r e  m a n a g e d  s o  a s  t o  m i n i m i s e  t h e  e f f e c t s  o f  a n y  
d i s r u p t i o n .
A l t h o u g h  t h e  t a s k  a p p e a r s  s i m p l e  t h e r e  i s  e v i d e n c e  t h a t  p r o b l e m s  c a n  a n d  d o  
o c c u r  i n  9 9 9  c a l l s .  E a r d l e y  ( 1 9 8 3 )  u s e d  t h e  C r i t i c a l  I n c i d e n c e  T e c h n i q u e  w i t h  
f i r e  b r i g a d e  o p e r a t o r s  t o  i d e n t i f y  p r o b l e m  t h e m e s  i n  e m e r g e n c y  c a l l s .  E a r d l e y  
h a d  o p e r a t o r s  d i s c u s s  p a r t i c u l a r  c a l l s  w h i c h  h a d  p r e s e n t e d  p r o b l e m s  e i t h e r  t o  
t h e  r e s p o n d e n t ,  o r  t o  a n o t h e r  o p e r a t o r  k n o w n  t o  t h e  r e s p o n d e n t .  S i x  
p r o b l e m  t h e m e s  w e r e  i d e n t i f i e d .  T h e s e  w e r e  s t r e s s ,  n o n - a p p r e c i a t i o n  o f  
c e n t r a l i s e d  c o n t r o l ,  d i a l e c t s / a c c e n t s ,  i n t e r r u p t i o n  o f  c a l l ,  n o n - a p p r e c i a t i o n  o f  
f i r e  b r i g a d e  p r o c e d u r e s  a n d ,  f i n a l l y ,  s t r a n g e r s  t o  t h e  a r e a .  E a r d l e y  a l s o  
i n t e r v i e w e d  m e m b e r s  o f  t h e  p u b l i c  a n d  f o u n d  t h a t  2 5 %  o f  h i s  r e s p o n d e n t s  
d i d  n o t  r e a l i s e  t h a t  t h e y  w o u l d  s p e a k  t o  t h e  G P O  ( n o w  B r i t i s h  T e l e c o m )  
o p e r a t o r  b e f o r e  b e i n g  p a s s e d  o n  t o  t h e  f i r e  b r i g a d e .  F i f t y - e i g h t  p e r c e n t  o f  
r e s p o n d e n t s  d i d  n o t  a p p r e c i a t e  c e n t r a l i s e d  c o n t r o l  a n d  a  g r e a t e r  p r o p o r t i o n  o f  
p e o p l e  w h o  h a d  n o t  m a d e  a  9 9 9  c a l l  t h a n  o f  t h o s e  w h o  h a d ,  b e l i e v e d  t h a t  t h e y  
w o u l d  b e  s p e a k i n g  t o  t h e  l o c a l  s t a t i o n .
T h e  e m p h a s i s  i n  E a r d l e y ' s  s t u d y  w a s  o n  t h e  o p i n i o n s  a n d  b e l i e f s  o f  o p e r a t o r s  
a n d  p o t e n t i a l  c a l l e r s  a b o u t  i n t e r a c t i o n s .  T h e  e m p h a s i s  h e r e  i s  r a t h e r  o n  t h e  
i n t e r a c t i o n  i t s e l f .  T h e r e f o r e ,  t h e  p o i n t  o f  i n t e r e s t  i s  w h e t h e r  p r o b l e m s  
m a n i f e s t  t h e m s e l v e s  i n  i d e n t i f i a b l e  c o n v e r s a t i o n a l  e p i s o d e s  a n d  w h e t h e r  
t h e y  e f f e c t  t h e  e f f i c i e n c y  o f  t h e  i n t e r a c t i o n .  F o r  e x a m p l e ,  n o n - a p p r e c i a t i o n  o f  
c e n t r a l i s e d  c o n t r o l  e m e r g e d  a s  a n  i s s u e  w i t h  b o t h  o p e r a t o r s  a n d  c a l l e r s .  H o w  
m i g h t  t h i s  l a c k  o f  k n o w l e d g e  o n  t h e  c a l l e r ' s  p a r t  s h o w  u p  i n  t h e  i n t e r a c t i o n ?  
T h e  i m p l i c a t i o n  i s  t h a t  t h e  c a l l e r  d o e s  n o t  g i v e  a d d r e s s  i n f o r m a t i o n  i n  t h e  
f o r m  n e e d e d  b y  t h e  o p e r a t o r .  T h e  c a l l e r  m a y  u s e  l o c a l  l a n d m a r k s  r a t h e r  t h a n  
r o a d  n a m e s ,  f o r  e x a m p l e .  I f  t h e  c a l l e r  d o e s  t h i s ,  w i l l  t h i s  m e r e l y  c a u s e  
i r r i t a t i o n  o r  d o e s  t h i s  l e a d  t o  s e r i o u s  t i m e  w a s t a g e ?  E a r d l e y  d o e s  n o t  s a y  
w h e t h e r  m o r e  t h a n  o n e  p r o b l e m  c o u l d  o c c u r  i n  o n e  c a l l .  D o  t h e s e  p r o b l e m s  
t e n d  t o  c o - o c c u r ,  o r  d o  s o m e  p r o b l e m s  p r e c l u d e  t h e  o c c u r r e n c e  o f  o t h e r s ?
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T h i s  s t u d y  a i m s  t o  i d e n t i f y  i n a p p r o p r i a t e  o r  p r o b l e m a t i c  c o n v e r s a t i o n a l  
b e h a v i o u r s  a n d  t o  e x a m i n e  t h e  p a t t e r n s  o f  t h e i r  o c c u r r e n c e .  B y  l o g i c ,  l o n g e r  
c a l l s  s h o u l d  h a v e  m o r e  p r o b l e m s  t h a n  s h o r t  c a l l s ,  b o t h  b e c a u s e  t h e r e  i s  m o r e  
t i m e  f o r  p r o b l e m s  t o  e m e r g e  a n d  b e c a u s e  t h e r e  m u s t  b e  s o m e  r e a s o n  f o r  t h e  
c a l l s  t o  b e  u n u s u a l l y  l o n g .  T h e  l o n g e s t  c a l l s  i n  t h e  c o r p u s  t h e r e f o r e  s e e m  t h e  
m o s t  f r u i t f u l  s a m p l e  t o  s t u d y  i n  t h i s  c o n t e x t .  T h e  s t u d y  s t a r t s  w i t h  t h e  l e a s t  
e f f e c t i v e  c a l l s ,  b y  t h i s  d e f i n i t i o n ,  a n d  s e e k s  t o  i d e n t i f y  i n a p p r o p r i a t e  o r  
p r o b l e m a t i c  c o n v e r s a t i o n a l  b e h a v i o u r s .  A  t y p o l o g y  o f  t h e s e  p r o b l e m s  i s  t h e n  
p r o d u c e d  u s i n g  m u l t i d i m e n s i o n a l  s c a l o g r a m  a n a l y s i s  ( L i n g o e s ,  1 9 7 3 ,  Z v e l u n ,  
1 9 7 8 ) .  O f  p a r t i c u l a r  i n t e r e s t  i s  w h e t h e r  t h e r e  a r e  c e r t a i n  t y p e s  o f  p r o b l e m s  
w h i c h  h a v e  l e d  t o  m o r e  t i m e  w a s t a g e  t h a n  o t h e r s .
METHOD
T h e  1 6  l o n g e s t  c a l l s  i n  t h e  c o r p u s  w e r e  u s e d  a n d  i r r e g u l a r i t i e s  i n  t h e m  
i d e n t i f i e d .  A l l  o f  t h e s e  c a l l s  w e r e  o v e r  6 5  s e c o n d s  i n  l e n g t h ,  t h a t  i s  o n e  
s t a n d a r d  d e v i a t i o n  a b o v e  t h e  m e a n  t i m e  f o r  f i r e  c a l l s .  A  p r o b l e m  w a s  d e f i n e d  
a s  b e h a v i o u r  w h i c h  d e v i a t e d  f r o m  m a x i m u m  e f f i c i e n c y  o r  w h i c h  s e e m e d  t o  
s l o w  d o w n  t h e  i n t e r a c t i o n  i n  a n y  w a y .
F o u r t e e n  p r o b l e m s  w e r e  i n i t i a l l y  i d e n t i f i e d .  T w o  o f  t h e s e ,  a  b a d  t e l e p h o n e  
l i n e  a n d  t h e  c a l l e r  m i s h e a r s  w h a t  t h e  o p e r a t o r  h a s  s a i d  o c c u r r e d  o n l y  i n  a  
s u b s e t  o f  c a l l s  w h e r e  o n e  o r  o t h e r  p a r t y  h a d  d i f f i c u l t y  h e a r i n g  t h e  o t h e r .  T h e y  
w e r e  t h e r e f o r e  c o l l a p s e d  t o  o n e  p r o b l e m ,  h e a r i n g  d i f f i c u l t i e s .  L i k e w i s e  t h e  
c a l l e r  n o t  k n o w i n g  s o m e  i n f o r m a t i o n  c o - o c c u r r e d  w i t h  t h e  c a l l e r  g i v i n g  
d i r e c t i o n s  a n d  t h e  o n e  i n s t a n c e  o f  a  p r o b l e m  w i t h  t h e  c a l l e r ' s  a t t i t u d e  
a p p e a r e d  i n  a  c a l l  w h e r e  t h e  o p e r a t o r  a l s o  s h o w e d  s i g n s  o f  a  f r a y e d  t e m p e r .
T h e  f i n a l  l i s t  o f  t e n  i d e n t i f i e d  i n t e r a c t i o n  p r o b l e m s  w a s ;  r e p e t i t i o n ,  o p e r a t o r  
e q u i v o c a l ,  h e a r i n g  d i f f i c u l t i e s ,  c a l l e r  v e r y  a n x i o u s ,  c a l l e r  g i v e s  d i r e c t i o n s ,  
c a l l e r  g i v e s  i n c o r r e c t  i n f o r m a t i o n ,  s p e l l i n g  r e q u i r e d ,  c a l l  a l r e a d y  t a k e n ,  c a l l e r  
n o t  a n x i o u s ,  c a l l e r  g i v e s  i r r e l e v a n t  i n f o r m a t i o n .  E x a m p l e s  o f  t h e s e  p r o b l e m s  
a r e  g i v e n  b e l o w .
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Repetition
I n  a n  e f f i c i e n t  c a l l ,  i n f o r m a t i o n  w o u l d  b e  d e a l t  w i t h  o n c e  a n d  o n c e  o n l y .  I n  
s o m e  c a l l s ,  h o w e v e r ,  i n f o r m a t i o n  w a s  g i v e n  s e v e r a l  t i m e s .  T h i s  w a s  c o u n t e d  
a s  a  p r o b l e m  i f  i t  w a s  a p p a r e n t  t h a t  t h e  i n f o r m a t i o n  h a d  b e e n  r e c e i v e d  a n d  
u n d e r s t o o d  b y  t h e  o p e r a t o r .  T h e  o p e r a t o r  m i g h t ,  f o r  e x a m p l e ,  r e p e a t  o r  
p a r a p h r a s e  w h a t  t h e  c a l l e r  h a s  s a i d .  A f t e r  t h i s ,  a l l  r e p e t i t o n  o f  i n f o r m a t i o n  
t a k e s  t i m e  w i t h o u t  a d d i n g  t o  t h e  o p e r a t o r s  k n o w l e d g e .
R e f  N o .  1 / 4  
1  C a l l e r
2 O p e r a t o r  
9  C a l l e r
1 5  C a l l e r
2 1  C a l l e r
L i s t e n  a h  t h e r e ' s  a h  . . .  o n e  o f  t h e  c l e a n e r s  y o u  k n o w  t h e  o n e  o f  
t h e i r  r o o m s  t h e r e ' s  a h  s m o k e  c o m i n g ,  s h e ' s  n o t  s u r e  w h e r e  i t ' s  
c o m i n g  f r o m  s h e  o n l y  b e g g e d  m e  t o  d i a l  y o u  s e e  
' S  s m o k e  i s s u i n g  w h a t  r o a d  d o  w e  c o m e  t o ?
Y e a h  t h e r e ' s  a h  s m o k e  c o m i n g  a n d  t h i s  l a d y  b e g g e d  m e  t o  d i a l  
y o u  s e e
Y e a h  . .  t h e r e ' s  a h  s m o k e  b u t  I  d o n ' t  k n o w  w h e r e  i t ' s  c o m i n g  
f r o m  y o u  s e e
T h e r e ' s  a h  s m o k e  c o m i n g  a n d  I  d o n ' t  k n o w  w h e r e  i t ' s  c o m i n g  
f r o m
Hearing difficulties
H e a r i n g  d i f f i c u l t i e s  c a n  b e  c a u s e d  s i m p l y  b y  p o o r  c o n n e c t i o n s ,  b y  t h e  c a l l e r  
h a v i n g  a  s t r o n g  a c c e n t  o r  b y  t h e  c a l l e r  b e i n g  h a r d  o f  h e a r i n g .  T h e y  m a k e  
r e p e t i t i o n  n e c e s s a r y  a n d  t h e r e f o r e  m a k e  t h e  c a l l  l e s s  e f f i c i e n t .
R e f  N o .  1 / 1 3
1 1  O p e r a t o r  . .  O K  t h e n  y e a h  w h a t  d i s t r i c t  d o e s  t h a t  c o m e  u n d e r
1 2  C a l l e r  S o r r y ?
1 7  O p e r a t o r  a n d  w h a t  r o a d  d o e s  t h a t  c o m e  o f f  o f
1 8  C a l l e r  S o r r y ?
Irrelevant information
A n y  i n f o r m a t i o n  n o t  d i r e c t l y  c o n n e c t e d  w i t h  t h e  a d d r e s s  o r  t h e  n a t u r e  a n d  
s e v e r i t y  o f  t h e  i n c i d e n t  i s  i r r e l e v a n t  t o  t h e  f i r e  b r i g a d e .  P r o f f e r i n g  s u c h  
i n f o r m a t i o n  m e r e l y  s l o w s  t h e  c a l l  d o w n .
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R e f  N o .  1 5 / 4
2 5  O p e r a t o r  I s  t h e  f i r e  a c t u a l l y  o u t
2 6  C a l l e r  Y e s  b u t  w h a t  I  d i d  y o u  s e e  I  w a s  o n  t h e  p h o n e
t h e  p o l i c e  a n d  e v e r y b o d y  h a v e  b e e n  i n  t o  m e  a l l  d a y  a n d  I  w a s  
c o o k i n g  r i c e
2 7  O p e r a t o r  Y e h
y e h  i s  i t  i s  i t  o u t  t h o u g h  n o w
I n c o r r e c t  i n f o r m a t i o n
A s  t h e  o p e r a t o r  c h e c k s  t h e  r o a d  n a m e  g i v e n  a g a i n s t  t h e  f i r e  b r i g a d e  i n d e x ,  
i n c o r r e c t  i n f o r m a t i o n  c a n  b e  s p o t t e d  a n d  c o r r e c t e d .  I t  i s  o b v i o u s l y  m o r e  
e f f i c i e n t  i f  i n f o r m a t i o n  i s  c o r r e c t .  T h e r e  i s  n o  s u g g e s t i o n  h e r e  t h a t  t h e  c a l l e r  
d e l i b e r a t e l y  g i v e s  i n c o r r e c t  i n f o r m a t i o n .  I n  t h i s  e x a m p l e  t h e  c a l l e r  h a s  
m i s t a k e n  t h e  p o s t a l  d i s t r i c t .
R e f  N o .  1 / 1 2
1 1  O p e r a t o r  O I <  w h a t  d i s t r i c t  ' s t h a t  c o m e  u n d e r
1 2  C a l l e r  A h  .  M i t c h a m
1 7  O p e r a t o r   i t ' s  d e f i n i t e l y  M i t c h a m  i s  i t  n o t
1 8  C a l l e r  Y e h  i t ’ s  B e d d i n g t o n  C o r n e r
D i r e c t i o n s
T h i s  i s  t h e  m o s t  d i r e c t  m a n i f e s t a t i o n  o f  n o n - a p p r e c i a t i o n  o f  c e n t r a l i s e d  
c o n t r o l .  T h e  c a l l e r  g i v e s  d i r e c t i o n s  t o  g e t  t o  t h e  i n c i d e n t ,  p r e s u m a b l y  f r o m  
t h e  l o c a l  f i r e  s t a t i o n ,  r a t h e r  t h a n  g i v i n g  a  r o a d  n a m e .  I n  t h e  f o l l o w i n g  
e x a m p l e  t h e  c a l l e r  h a s  g i v e n  t h e  n a m e  o f  t h e  r o a d ,  t h e  p r o b l e m  a r i s e s  w i t h  
t h e  n a m e  o f  t h e  n e a r e s t  m a i n  r o a d .  D i r e c t i o n s  a r e  o f  l i t t l e  u s e  t o  t h e  f i r e  
b r i g a d e ,  t h i s  i s  s i m p l y  w a s t e d  t i m e .
R e f  N o .  5 / 1 6
2 5  O p e r a t o r  A n d  w h a t  r o a d  d o e s  i t  c o m e  o f f  o f
2 6  C a l l e r  . . .  A m
2 7  O p e r a t o r  W h a t  r o a d  s o r r y ?
2 8  C a l l e r  G o  t h r o u g h  W o o l w i c h  a n d  t h e n  y o u  g o  t h r o u g h  A b b e y  w o o d
a n d  t h e n  y o u  c o m e  a l o n g  t h r o u g h  T e d d i n g t o n
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Spelling
W h e r e  s p e l l i n g  o f  a  n a m e  i s  n e c e s s a r y  t h e  c a l l  i s  s l o w e d  d o w n  b y  t h e  
d i f f e r e n c e  b e t w e e n  t h e  t i m e  n e e d e d  t o  s a y  t h e  n a m e  a n d  t o  s p e l l  i t .
R e f  N o .  2 / 2
1 1  O p e r a t o r  H o w  d o  y o u  s p e l l  i t  p l e a s e
1 2  C a l l e r  P O R  T H  C A W E
1 3  O p e r a t o r  Y e h  Y e h
Caller not anxious
A t  t h e  o t h e r  e x t r e m e  f r o m  t h e  c a l l e r  b e i n g  v e r y  a n x i o u s ,  a  c a l l e r  w i t h  n o  
s e n s e  o f  u r g e n c y  w i l l  n o t  b e  c o n s t r a i n e d  b y  t i m e .
R e f  N o .  1 5 / 4
2  C a l l e r  A h  g o o d  e v e n i n g  I ' m  a  d i s a b l e d  m a t r o n  l i v i n g  i n  s h e l t e r e d
a c c o m m o d a t i o n  ( O - Y e s )  I  c a n ' t  g e t  t h e  w a r d e n  a n d  I ' v e  h a d  a  
s l i g h t  a c c i d e n t  i n  t h e  k i t c h e n  I ' v e  m a n a g e d  t o  p u t  t h e  f i r e  
b l a n k e t  o n  i t  ( O - Y e h )  a h  b u t  I ' d  b e  h a p p y  i f  y o u  c o u l d  c o m e  o u t  
a n d  l o o k  a t  i t  b e c a u s e  t h e r e ' s  f o r t y - e i g h t  p e o p l e  i n  h e r e
Caller very anxious
A  c a l l e r  w h o  i s  v e r y  a n x i o u s  m a y  s l o w  t h e  c a l l  d o w n  b e c a u s e  t h e y  a r e  u n a b l e  
t o  a l l o w  t h e  c a l l  t o  p r o c e e d  a t  a  c a l m  b y  s t e a d y  p a c e .  F o r  e x a m p l e  t h e y  m a y  
n o t  w a i t  f o r  t h e  o p e r a t o r  t o  f i n i s h  s p e a k i n g  b e f o r e  o f f e r i n g  i n f o r m a t i o n .  T h i s  
c a n  l e a d  t o  s i m u l t a n e o u s  s p e e c h  w h e r e  w h a t  t h e  c a l l e r  i s  s a y i n g  m a y  n o t  b e  
a u d i b l e  t o  t h e  o p e r a t o r .
R e f  N o .  2 2 / 1 2
2 0  C a l l e r  A m  H i g h  R o a d  n e a r  t h e  ( - - - - - - )  o h  p l e a s e  h u r r y
2 1  O p e r a t o r  W h a t ' s  t h e  o t h e r  r o a d
2 2  C a l l e r  T r e  h a  H i g h  R o a d
2 3  O p e r a t o r  H i g h  h o w  y o u  s p e l l i n g  i t
2 4  C a l l e r  ( - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - )  t r o u b l e  o h
2 5  O p e r a t o r  H o w ’ r e  y o u  s p e l l i n g  i t
2 6  C a l l e r  O h  h u r r y
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Calls to this incident already taken
T h i s  i s  n o t  s t r i c t l y  s p e a k i n g  a  p r o b l e m  b u t  r a t h e r  a  r e a s o n  w h y  a  c a l l  m a y  b e  
l o n g .  I f  t h e  f i r e  b r i g a d e  i s  a l r e a d y  a w a r e  o f  t h e  i n c i d e n t  t h e  o p e r a t o r  m a y  u s e  
t h e  o p p o r t u n i t y  o f  a  s e c o n d  c a l l  t o  c h e c k  d e t a i l s  o f  t h e  a d d r e s s  o r  t h e  s e v e r i t y  
o f  t h e  i n c i d e n t .  I n  t h i s  e x t r e m e  e x a m p l e  t h e  c a l l e r  t a k e s  t h e  o p e r a t o r s  
q u e s t i o n  l i t e r a l l y  a n d  g o e s  t o  c h e c k  o n  w h e t h e r  t h e  f i r e  b r i g a d e  a s  i n  f a c t  
a r r i v e d .
R e f  N o .  5 / 2 3
1 5  O p e r a t o r  C a n  y o u  s e e  t h e m  t h e r e  i n  a t t e n d a n c e  t h e y ' v e  j u s t  a r r i v e d
1 6  C a l l e r  O h  h a v e  t h e y  h a n g  o n  ( 1 4  s e c o n d s )  I  d i d n ' t  k n o w  i f  a n y o n e  h a d
p h o n e d
Operator equivocal
9 9 9  o p e r a t o r s  a r e  u s u a l l y  p a t i e n t  a n d  g o o d  t e m p e r e d .  T h e r e  w e r e  i n s t a n c e s ,  
h o w e v e r ,  w h e r e  t h e  o p e r a t o r  d e a l t  w i t h  t h e  c a l l e r  i n  a  t e r s e  a n d  u n h e l p f u l  
m a n n e r .  T h i s  m a y  b e  a  p r o b l e m  i n  t h a t  t h i s  i s  u n l i k e l y  t o  m a k e  t h e  c a l l e r  
m o r e  h e l p f u l .  I t  m a y  b e  t h a t  t h i s  a t t i t u d e  o n  t h e  p a r t  o f  t h e  o p e r a t o r  i s  a  
r e s u l t ,  r a t h e r  t h a n  t h e  c a u s e ,  o f  p r o b l e m s  i n  t h e  c a l l .
I n  t h e  f o l l o w i n g  e x a m p l e  a  c h i l d  r a n g  t o  r e p o r t  h e r  b e d r o o m  o n  f i r e .  B y  t u r n  
2 7  t h e  c a l l e r  w a s  i n  o b v i o u s  d i s t r e s s .  I t  i s  p o s s i b l e  t h a t  t h e  o p e r a t o r  b e l i e v e d  
s h e  w a s  d e a l i n g  w i t h  a  m a l i c i o u s  c a l l .
R e f  N o .  2 2 / 1 2
2 7  O p e r a t o r
2 8  C a l l e r
2 9  O p e r a t o r
3 0  C a l l e r
3 1  O p e r a t o r
3 2  C a l l e r
3 3  O p e r a t o r
3 4  C a l l e r
3 5  O p e r a t o r
3 6  C a l l e r
3 7  O p e r a t o r
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. .  W h a t ' s  t h e  t e l e p h o n e  n u m b e r  y o u ' r e  c a l l i n g  f r o m  
P a r d o n ?
W H A T  I S  T H E  T E L E P H O N E  N U M B E R  Y O U  A R E  
C A L L I N G  F R O M
( - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - )  574 a n d  I ' m  r i n g i n g  f o r  t h e  f i r e  b r i g a d e
Y e s  s o  g i v e  m e  t h e  t e l e p h o n e  n u m b e r  p r o p e r l y  
P r o p e r l y ?
G I V E  M E  T H E  T E L E P H O N E  N U M B E R  y o u ’ r e  
c a l l i n g  f r o m  p r o p e r l y
( - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - )  52 d o u b l e  4
I  c a n ' t  u n d e r s t a n d  w h a t  y o u ' r e  s a y i n g
P a r d o n  I  c a n ' t  h e a r  y o u
C a n ' t  y o u ?  P u t  t h e  p h o n e  i n  y o u r  o t h e r  e a r
Chapter 5
MSA-I Analysis
T h e  n e x t  s t e p  w a s  t o  s e e  w h e t h e r  t h e s e  i n d i v i d u a l  p r o b l e m s  c o u l d  b e  
c o l l a p s e d  i n t o  a  s m a l l e r  n u m b e r  o f  s u p e r - o r d i n a t e  p r o b l e m  t y p e s .  T h e  
r a t i o n a l e  f o r  t h i s  r e d u c t i o n  w o u l d  b e  t h a t  c e r t a i n  p r o b l e m s  t e n d e d  t o  c o - o c c u r .  
A s  r e d u n d a n t  p r o b l e m s ,  t h a t  i s ,  t h o s e  w h i c h  a l w a y s  o c c u r  i n  c o n j u n c t i o n  
w i t h  a n o t h e r  s i m i l a r  p r o b l e m ,  w e r e  r e m o v e d  t o  a r r i v e  a t  t h e  f i n a l  l i s t  o f  t e n  
p r o b l e m s ,  t h e  t y p o l o g y  m u s t  b e  b a s e d  o n  o v e r l a p  r a t h e r  t h a n  o n  i d e n t i c a l  
d i s t r i b u t i o n  o f  p r o b l e m s  a c r o s s  c a l l s .  T h e  d e v e l o p m e n t  o f  t h e  t y p o l o g y  w a s  
t h e r e f o r e  b a s e d  o n  t h e  u n d e r l y i n g  p a t t e r n s  i n  t h e  d a t a .
T h e  n e e d  t o  a s s e s s  u n d e r l y i n g  p a t t e r n s  i n  m u l t i d i m e n s i o n a l  c a t e g o r i c a l  d a t a  
s u g g e s t e d  t h a t  m u l t i d i m e n s i o n a l  s c a l o g r a m  a n a l y s i s  ( M S A - I )  w a s  t h e  m o s t  
a p p r o p r i a t e  t e c h n i q u e .  M S A - I  i s  p a r t i c u l a r l y  a p p r o p r i a t e  f o r  u s e  w i t h  
e x p l o r a t o r y  d a t a  f o r  t w o  r e a s o n s .  F i r s t ,  n o  a s s u m p t i o n s  a r e  m a d e  a b o u t  t h e  
u n d e r l y i n g  d i s t r i b u t i o n  o f  t h e  d a t a  ( S h a l i t ,  1 9 7 7 ) .  S e c o n d ,  M S A - I  r e p r e s e n t s  
t h e  d a t a  i n  a  g r a p h i c a l  f o r m  w h i c h  a l l o w s  p a t t e r n s  i n  d a t a  t o  b e  i n s p e c t e d  
w h i l e  r e t a i n i n g  t h e  i n d i v i d u a l i t y  o f  e a c h  c a s e  a n d  v a r i a b l e .  E a c h  c a s e  a n d  i t s  
p r o f i l e  i s  s h o w n  i n  t h e  p r o g r a m ' s  o u t p u t .  T h i s  w o u l d  a p p e a r  t o  b e  m o r e  
a p p r o p r i a t e  i n  d e a l i n g  w i t h  a  s m a l l  s a m p l e ,  p a r t i c u l a r l y  w h e r e  t h e  c a l l s  w e r e  
c h o s e n  b e c a u s e  t h e y  w e r e  u n r e p r e s e n t a t i v e  o f  t h e  c o r p u s ,  t h a n  a n y  m e t h o d  
w h i c h  w o u l d  i n v o l v e  a v e r a g i n g  o r  o t h e r w i s e  s u m m a r i s i n g  t h e  d a t a .
A n  e x a m p l e  o f  t h e  u s e  o f  M S A - I  w i t h  a  s i m i l a r  p u r p o s e ,  t o  d e v e l o p  a  t y p o l o g y  
f r o m  e x p l o r a t o r y  i s  g i v e n  b y  T y e r m a n  a n d  C a n t e r ' s  ( 1 9 8 3 )  u s e  o f  t h e  t e c h n i q u e  
t o  p r o d u c e  a  t a x o n o m y  o f  h o s t e l s  f o r  a l c o h o l i c s .  T h e  d a t a  c o n s i s t e d  o f  s c o r e s  
f o r  2 2  h o s t e l s  o n  1 7  c l a s s i f i c a t o r y  v a r i a b l e s .  U s i n g  M S A - I ,  T y e r m a n  a n d  
C a n t e r  f o u n d  t h a t  o n l y  f o u r  o f  t h e s e  v a r i a b l e s  a c t u a l l y  d i s t i n g u i s h e d  b e t w e e n  
h o s t e l s  a n d  t h a t  t h e s e  f o u r  v a r i a b l e s  w e r e  a s p e c t s  o f  a  s i n g l e  c a t e g o r i s a t i o n  
s y s t e m .
T h e  o u t p u t  o f  M S A - I  i s  a  g r a p h i c a l  r e p r e s e n t a t i o n  i n  t h e  f o r m  o f  a  p l o t  
( u s u a l l y  t w o - d i m e n s i o n a l )  w h e r e  e a c h  c a s e  i s  p o s i t i o n e d  i n  r e l a t i o n  t o  a l l  t h e  
o t h e r s  o n  t h e  b a s i s  o f  s i m i l a r i t y  o r  d i s s i m i l a r i t y  a c r o s s  a l l  t h e  v a r i a b l e s
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i n c l u d e d  i n  t h e  a n a l y s i s .  I n  t h i s  s t u d y  c a s e s  w e r e  t e l e p h o n e  c a l l s ,  v a r i a b l e s  
w e r e  p r o b l e m s  a n d  e a c h  v a r i a b l e  h a d  o n l y  t w o  p o s s i b l e  v a l u e s ,  o c c u r r e n c e  
a n d  n o n - o c c u r r e n c e .  A s  t h e  c a s e s  a r e  p o s i t i o n e d  r e l a t i v e  t o  e a c h  o t h e r  t h e  
a x e s  o f  t h e  p l o t  a r e  n o t  n e c e s s a r i l y  m e a n i n g f u l  f o r  a n a l y s i s .  T h e  p r o g r a m  
a t t e m p t s  t o  p o s i t i o n  p o i n t s  t o  p r o d u c e  c o n t i g u o u s  r e g i o n s  f o r  e a c h  v a r i a b l e ,  
t h a t  i s ,  r e g i o n s  o f  t h e  p l o t  w h e r e  a l l  c a s e s  h a v e  t h e  s a m e  v a l u e  f o r  t h a t  
v a r i a b l e .  T h e  f i n a l  p o s i t i o n  o f  t h e  p o i n t  r e p r e s e n t i n g  e a c h  c a s e  i s  t h e r e f o r e  
a r r i v e d  a t  b y  t h e  p r o g r a m  a t t e m p t i n g  t o  p o s i t i o n  p o i n t s  s o  a s  t o  p r o d u c e  
d i s t i n c t  r e g i o n s  f o r  a l l  v a r i a b l e s  s i m u l t a n e o u s l y
F o r  a n y  v a r i a b l e  t h e  r e g i o n s  c a n  b e  s h o w n  b y  m a r k i n g  e a c h  p o i n t  w i t h  t h a t  
c a s e ' s  v a l u e  o n  t h e  v a r i a b l e  i n  q u e s t i o n .  I t  s h o u l d  t h e n  b e  p o s s i b l e  t o  d r a w  a  
l i n e  b e t w e e n  c a s e s  w i t h  d i f f e r e n t  v a l u e s  t o  p r o d u c e  a s  m a n y  p a r t i t i o n s  o f  t h e  
p l o t  a s  t h e  p o s s i b l e  v a l u e s  o n  t h a t  v a r i a b l e .
A s  i n  t h e  c a s e  o f  T y e r m a n  a n d  C a n t e r  ( 1 9 8 3 )  s t u d y  i t  i s  p o s s i b l e  t h a t  n o t  a l l  
v a r i a b l e s  d i s c r i m i n a t e  b e t w e e n  c a s e s .  W h e n  t h i s  i s  t r u e  t h o s e  v a r i a b l e s  g i v e  
p l o t s  w h i c h  c a n n o t  b e  p a r t i t i o n e d  i n t o  d i s c e r n i b l e  r e g i o n s .  T h e  n u l l  
h y p o t h e s i s  i s  t h e r e f o r e  t h a t  n o n e  o f  t h e  v a r i a b l e s  w i l l  d i s t i n g u i s h  b e t w e e n  
c a s e s ,  i n  t h e  p r e s e n t  c a s e  t h a t  t h e  o c c u r r e n c e  o f  p r o b l e m s  d o e s  n o t  d i s t i n g u i s h  
b e t w e e n  c a l l s .
E a c h  o f  t h e  1 6  l o n g e s t  c a l l s  w a s  g i v e n  a  s c o r e  f o r  e a c h  p r o b l e m  i n d i c a t i n g  
w h e t h e r  t h a t  p r o b l e m  d i d  o r  d i d  n o t  o c c u r  i n  t h e  c a l l ,  1  o r  z e r o .  T h i s  
p r o d u c e d  a  1 6 x 1 0  m a t r i x ,  s h o w n  i n  t a b l e  1 b e l o w ,  w h i c h  w a s  i n p u t  t o  t h e  
M S A - I .  T h e  p r o g r a m  f i r s t  c o l l a p s e s  c a s e s  w i t h  i d e n t i c a l  p r o f i l e s  t o  p r o d u c e  
u n i q u e  t y p e s .  H e r e  c a l l s  1 / 1 3  a n d  2 3 / 1 5  h a d  i d e n t i c a l  p r o f i l e s ,  s o  t h a t  t h e  
a n a l y s i s  w a s  c a r r i e d  o u t  o n  1 5  t y p e s .
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Table 1 Incidence of 10 problems across 16 calls.
Chapter 5
*ef no A B c D E F G H I J Time/
1/4 0 0 0 1 0 1 1 1 1 1 89
1/12 1 1 1 0 1 0 1 1 1 1 103
1/13 1 1 0 0 1 1 1 1 1 1 66
23/15 1 1 0 0 1 1 1 1 1 1 75
2/2 1 1 0 1 0 0 1 1 1 1 70
2/22 1 0 1 1 0 1 1 1 1 1 94
2/26 1 1 0 1 1 1 0 1 1 1 88
4/19 1 1 0 1 1 0 0 1 0 1 77
5/16 1 0 1 1 0 1 1 1 1 94
5/22 1 1 0 1 1 1 1 1 0 1 71
5/23 1 1 1 1 1 1 1 1 0 1 76
7/14 1 0 1 1 1 0 1 1 1 79
15/4 1 1 0 1 0 0 0 1 1 1 101
15/10 0 0 0 1 0 1 1 1 1 0 76
22/12 1 0 1 1 1 1 1 0 1 0 84
24/8 0 1 0 1 1 1 1 1 1 0 131
Key to problems.
A  R e p e t i t i o n  
B  H e a r i n g  d i f f i c u l t i e s  
C  I r r e l e v a n t  i n f o r m a t i o n  
D  I n c o r r e c t  i n f o r m a t i o n  
E  D i r e c t i o n s
F  S p e l l i n g  
G  C a l l e r  n o t  a n x i o u s  
H  C a l l e r  v e r y  a n x i o u s  
I  C a l l  a l r e a d y  t a k e n  
J  C a l l e r  e q u i v o c a l
Results of the MSA-I
T h e  s u m m a r y  p l o t  ( f i g u r e  1 )  s h o w s  t h e  c a l l s  p l o t t e d  a c c o r d i n g  t o  t h e  
s i m i l a r i t y  o f  t h e i r  p r o f i l e s  o f  p r o b l e m  o c c u r r e n c e .  T h e r e  i s  o n e  c l u s t e r  o f  c a l l s  
t o  t h e  c e n t r e  l e f t  o f  t h e  p l o t ,  w i t h  m o s t  o f  t h e  o t h e r  c a l l s  b e i n g  p o s i t i o n e d  t o  
t h e  r i g h t  o f  t h e  p l o t .
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F i g u r e  2  s h o w s  t h e  p l o t  f o r  e a c h  p r o b l e m .  F o r  e a c h  o f  t h e s e  v a r i a b l e s  a  r e g i o n  
c o u l d  b e  m a p p e d  o n t o  t h e  p l o t  w h i c h  i n c l u d e d  a l l  c a l l s  i n  w h i c h  t h a t  p r o b l e m  
o c c u r r e d  a n d  o n l y  t h e s e  c a l l s .  T h e s e  r e g i o n s  h a v e  b e e n  i n d i c a t e d  b y  s h a d i n g .
O n  t h e s e  v a r i a b l e  p l o t s  t h e  p o i n t s  r e p r e s e n t i n g  t h e  c a l l s  r e m a i n  s t a t i c .  
T h e r e f o r e ,  i t  c a n  e a s i l y  b e  s e e n  t h a t  c a l l  r e f .  2 3 / 8 ,  f o r  e x a m p l e ,  s c o r e d  a  1  o n  
' r e p e t i t i o n ' ,  ' o p e r a t o r  e q u i v o c a l '  a n d  ' i r r e l e v a n t  i n f o r m a t i o n ' ,  t h a t  i s  t h e s e  
p r o b l e m  o c c u r r e d  i n  t h e  c a l l ,  b u t  s c o r e d  0  o n  a l l  o t h e r  p r o b l e m s .  C a l l  r e f .  4 / 1 9  
s h o w s  a  d i f f e r e n t  p a t t e r n ,  w i t h  t h e  p r o b l e m s  ' c a l l e r  n o t  a n x i o u s ,  ' s p e l l i n g ' ,  
' c a l l  a l r e a d y  t a k e n '  a n d  ' i r r e l e v a n t  i n f o r m a t i o n ' .
Figure 1 MSA-I item plot, showing the position of points representing 
each call.
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V a r i a b l e s  ( p r o b l e m s )  w h i c h  p a r t i t i o n  t h e  s p a c e  i n  t h e  s a m e  w a y  a r e  r e l a t e d  i n  
t h a t  t h e y  d i s c r i m i n a t e  b e t w e e n  c a s e s  i n  a  s i m i l a r  w a y .  T h e  p r o b l e m s  w e r e  
t h e r e f o r e  g r o u p e d  a c c o r d i n g  t o  s i m i l a r i t y  i n  t h e  t o p o l o g y  o f  t h e  r e g i o n s  t h e y  
p r o d u c e .  T h i s  p r o d u c e d  t w o  g r o u p s  o f  p r o b l e m s .  G r o u p  1 -  ' r e p e t i t i o n ' ,  
' o p e r a t o r  e q u i v o c a l ' ,  ' h e a r i n g  d i f f i c u l t i e s ' ,  ' c a l l e r  v e r y  a n x i o u s ' ,  ' c a l l e r  n o t
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a n x i o u s '  ( w i t h  r e v e r s e d  s c o r e ) .  T h e s e  v a r i a b l e s  w e r e  c h a r a c t e r i s e d  b y  
p a r t i t i o n s  t o  t h e  r i g h t  o f  t h e  p l o t .  A l t h o u g h  n o t  a l l  p a r t i t i o n s  o v e r l a p ,  f o r  
e x a m p l e ,  ' r e p e t i t i o n '  a n d  ' c a l l e r  v e r y  a n x i o u s ' ,  t h e  p a t t e r n  o f  t h e  p a r t i t i o n s  i s  
s i m i l a r .  ' C a l l e r  n o t  a n x i o u s '  i s  i n c l u d e d  i n  t h i s  g r o u p  a s  t h i s  p l o t  i s  
p a r t i t i o n e d  i n  t h e  s a m e  p a t t e r n  a s  t h e  o t h e r s  b u t  i n  r e v e r s e ,  s o  t h a t  a l l  t h e  
c a l l s  w h i c h  h a d  s c o r e d  o n  t h e  o t h e r  v a r i a b l e s  i n  t h i s  g r o u p  d i d  n o t  s c o r e  o n  
c a l l e r  n o t  a n x i o u s .  T h o s e  c a l l s  w h e r e  t h e  c a l l e r  w a s  j u d g e d  t o  b e  v e r y  a n x i o u s  
w e r e  a  s u b s e t  o f  c a l l s  w i t h  ' h e a r i n g  d i f f i c u l t i e s '  a s  w e l l  a s  b e i n g ,  b y  d e f i n i t i o n ,  
a  s u b s e t  o f  c a l l s  n o t  s c o r e d  o n  ' c a l l e r  n o t  a n x i o u s ' .  ' R e p e t i t i o n '  a n d  ' o p e r a t o r  
e q u i v o c a l '  o v e r l a p  t o  a  l a r g e  e x t e n t  w i t h  ' h e a r i n g  d i f f i c u l t i e s ' .
V a r i a b l e s  i n  g r o u p  2 ( ' c a l l e r  g i v e s  i n c o r r e c t  i n f o r m a t i o n ' ,  ' s p e l l i n g  r e q u i r e d ' ,  
' c a l l  a l r e a d y  t a k e n ' ,  ' c a l l e r  g i v e s  d i r e c t i o n s '  a n d  ' c a l l e r  g i v e s  i r r e l e v a n t  
i n f o r m a t i o n ' )  t e n d  t o  p a r t i t i o n  o f f  t h e  b o t t o m  l e f t  q u a d r a n t  o f  t h e  s p a c e .  
A l t h o u g h  n o n e  o f  t h e  r e g i o n s  i n c l u d e  a l l  t h e s e  p o i n t s ,  c a l l s  w h i c h  a r e  i n  t h i s  
r e g i o n  e i t h e r  d i s p l a y  o n e  o f  t h e s e  p r o b l e m s  ( ' i n c o r r e c t  i n f o r m a t i o n ' ,  ' s p e l l i n g ' ,  
' c a l l  a l r e a d y  t a k e n ' )  o r  t h e s e  c a l l s  d i d  n o t  h a v e  t h a t  p r o b l e m  ( ' d i r e c t i o n s '  a n d  
' i r r e l e v a n t  i n f o r m a t i o n ' ) .
T a k e n  t o g e t h e r ,  t h e  t w o  g r o u p s  o f  v a r i a b l e s  d i v i d e  t h e  s p a c e  v e r t i c a l l y ,  
d i s t i n g u i s h i n g  b e t w e e n  o n e  g r o u p  o f  s e v e n  p o i n t s  t o  t h e  r i g h t  o f  t h e  p l o t  a n d  
t h e  e i g h t  p o i n t s ,  r e p r e s e n t i n g  n i n e  c a l l s ,  t o  t h e  l e f t .  W h e n  t h e  t i m e  t a k e n  f o r  
e a c h  c a l l  w a s  e x a m i n e d  i t  w a s  f o u n d  t h a t  c a l l s  o n  t h e  r i g h t  h a d  a n  a v e r a g e  
d u r a t i o n  o f  9 4 . 6  s e c o n d s  a g a i n s t  a n  a v e r a g e  d u r a t i o n  o f  8 0 . 8  s e c o n d s  f o r  t h e  
c a l l s  o n  t h e  l e f t  ( s e e  f i g u r e  3 ) .  I t  w o u l d  t h e r e f o r e  s e e m  t h a t  p r o b l e m s  f r o m  
g r o u p  1  l e d  t o  m o r e  t i m e  w a s t a g e  t h a n  t h o s e  f r o m  g r o u p  2 .  I n  o r d e r  t o  l o o k  a t  
t h e  l i n k  b e t w e e n  i n d i v i d u a l  p r o b l e m s  a n d  t h e  l e n g t h  o f  c a l l s  i n  m o r e  d e t a i l  
m u l t i p l e  r e g r e s s i o n  w a s  u s e d .
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Denotes that the problem occurred
Group 1
Repetition Operator equivocal Hearing difficulties
Figure 2 MSA-I variable plots.
Caller very anxious Caller not anxious
xyX \ -X
Group 2
Incorrect information Spelling Call already taken
Directions Irrelevant information
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Figure 3 M SA-I item plot showing the duration of each calls in seconds.
M u l t i p l e  r e g r e s s i o n  a n a l y s i s
T h e  i n c i d e n c e  o f  e a c h  t y p e  o f  p r o b l e m  w a s  r e g r e s s e d  a g a i n s t  t i m e  f o r  6 0  c a l l s  
w h i c h  w e r e  t h e  f i r s t  c a l l  t o  a n  i n c i d e n t .  T h e s e  c a l l s  i n c l u d e d  t h e  1 6  l o n g e s t  
c a l l s .  W h i l e  a  c a l l  b e i n g  a  r e p e a t  c a l l  t o  a n  i n c i d e n t  w a s  i d e n t i f i e d  a s  a  
p r o b l e m ,  i t  i s  p r o b l e m a t i c  o n l y  i n  t h a t  t h e  c a l l  m a y  b e  l o n g .  T h e  l e n g t h  o f  
t h e s e  c a l l s  d o e s  n o t  a c t u a l l y  m a t t e r  a s  a p p l i a n c e s  h a v e  a l r e a d y  b e e n  d i s p a t c h e d  
t o  t h e  i n c i d e n t .  T h e r e f o r e  f o r  t h i s  a n a l y s i s  t h i s  v a r i a b l e  a n d  s e c o n d  o r  
s u b s e q u e n t  c a l l s  w e r e  n o t  c o n s i d e r e d .  T h e  r e s u l t s  o f  t h e  r e g r e s s i o n  a n a l y s i s  
a r e  g i v e n  i n  t a b l e  3  b e l o w .
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Table 2 Multiple regression, dependent variable: time, independent 
variables: the occurrence or non occurrence of each of 9 
problems.
D e p e n d e n t  V a r i a b l e  :  T I M E
Results of multiple regression analysis.
V a r i a b l e S t d .  E r r . t
N a m e  C o e f f i c i e n t E s t i m a t e S t a t i s t i c P r o b  <  t
C o n s t a n t 3 1 . 7 8 3 4 . 5 6 3 6 . 9 6 5 0 . 0 0 0
R e p e t i t i o n 2 0 . 7 6 5 7 . 8 2 8 2 . 6 5 3 0.010
O p e r a t o r  e q u i v o c a l 2 8 . 4 4 5 1 1 . 7 1 0 2 . 4 2 9 0 . 0 1 8
H e a r i n g  d i f f i c u l t i e s 5 . 9 8 5 4 . 7 6 6 1 . 2 5 6 0 . 2 1 4
C a l l e r  v e r y  a n x i o u s 1 7 . 4 6 8 7 . 9 7 4 2 . 1 9 1 0 . 0 3 3
D i r e c t i o n s 8 . 1 5 7 5 . 2 0 1 1 . 5 6 8 0.122
C a l l e r  n o t  a n x i o u s 2 3 . 4 3 1 1 0 . 7 9 7 2 . 1 7 0 0 . 0 3 4
I r r e l e v a n t 1 5 . 0 9 5 5 . 6 6 6 2 . 6 6 4 0.010
I n c o r r e c t 3 4 . 1 5 0 9 . 0 5 2 3 . 7 7 3 0 . 0 0 0
S p e l l i n g 4 . 9 3 4 4 . 9 4 8 0 . 9 9 7 0 . 3 2 3
A N O V A  table
S u m  o f D e g  o f M e a n
S o u r c e  S q u a r e s F r e e d o m S q u a r e s F  R a t i o P r o b < F
M o d e l  1 9 6 6 4 . 1 3 9 2 1 8 4 . 9 0 7 . 4 8 0 . 0 0
E r r o r  1 4 6 1 4 . 2 1 5 0 2 9 2 . 2 8
T o t a l  3 4 2 7 8 . 3 3 5 9
T h e  c o n s t a n t  o f  3 1 . 7 8  s e c o n d s  g i v e s  a  r e a s o n a b l e  e s t i m a t e  o f  t h e  t i m e  t a k e n  f o r  
a  s h o r t  e f f i c i e n t  c a l l ,  a l t h o u g h  t h e r e  w e r e  c a l l s  o f  l e s s  t h a n  3 0  s e c o n d s  i n  t h e  
s a m p l e .  T h e  9  p r o b l e m s  a c c o u n t  f o r  5 7 . 4 %  o f  t h e  v a r i a n c e  w i t h o u t  t a k i n g  
i n t o  a c c o u n t  t h e  e x t e n t  o f  t h e  p r o b l e m  w i t h i n  e a c h  c a l l .  T h e  n u m b e r  o f  
d i f f e r e n t  t y p e s  o f  p r o b l e m  w h i c h  o c c u r r e d  i n  a  c a l l  e x p l a i n e d  o n l y  4 0 . 4 %  o f  
v a r i a n c e  w h e n  r e g r e s s e d  a g a i n s t  t i m e .  T h e r e f o r e  i t  s e e m s  t o  b e  t h e  t y p e  o f  
p r o b l e m ,  n o t  t h e  n u m b e r  o f  p r o b l e m s  i n  a  c a l l  w h i c h  l e a d  t o  t i m e  d e l a y s .
' R e p e t i t i o n ' ,  ' o p e r a t o r  e q u i v o c a l ' ,  ' c a l l e r  v e r y  a n x i o u s ' ,  ' c a l l e r  n o t  a n x i o u s ' ,  
' i r r e l e v a n t  i n f o r m a t i o n '  a n d  ' i n c o r r e c t  i n f o r m a t i o n '  g i v e  r i s e  t o  t h e  l a r g e s t  
t i m e  d e l a y s .  T h a t  t h e  c a l l e r  g i v i n g  ' i n c o r r e c t  i n f o r m a t i o n '  s h o u l d  l e a d  t o
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d e l a y s  i s  s e l f  e v i d e n t .  T h e  o t h e r  p r o b l e m s  s e e m  t o  b e  s t r e s s  r e l a t e d ,  e i t h e r  t h e  
c a l l e r  i s  u n d e r  g r e a t  s t r e s s ,  l e a d i n g  t o  r e p e t i t i o n  o f  t h e  s a m e  w o r d s ,  p h r a s e s  
a n d  i n f o r m a t i o n ,  l a c k  o f  p a t i e n c e  i n  t h e  o p e r a t o r ,  t h e  c a l l e r  s p e a k i n g  q u i c k l y  
a n d  n o t  w a i t i n g  f o r  t h e  o p e r a t o r  t o  f i n i s h  s p e a k i n g ,  o r  t h e  c a l l e r  s h o w s  n o  
s i g n s  o f  s t r e s s  o r  u r g e n c y ,  l e a d i n g  t o  a  r e l a x e d  s t y l e  o f  s p e e c h  a n d  p o s s i b l y  a l s o  
t h e  i n t r o d u c t i o n  o f  i r r e l e v a n t  i n f o r m a t i o n  i n t o  t h e  c a l l .
O v e r a l l ,  p r o b l e m s  i n  g r o u p  1  t e n d  t o  b e  a s s o c i a t e d  m o r e  w i t h  t h e  l e n g t h  o f  t h e  
c a l l  t h a n  t h o s e  i n  g r o u p  2.
DISCUSSION
G i v e n  t h a t  o n l y  1 6  c a l l s  w e r e  s t u d i e d  t o  p r o d u c e  t h e  i n i t i a l  c o n t e n t  a n a l y s i s  a  
l a r g e  n u m b e r  o f  p r o b l e m s  w e r e  e v i d e n t .  T h u s  a l t h o u g h  t h e  c a l l s  a r e  l i m i t e d  
i n  t i m e ,  t o p i c  a n d  p u r p o s e  a  n u m b e r  o f  t h i n g s  c a n  g o  w r o n g  w i t h  t h e  
i n t e r a c t i o n .  S o m e  o f  t h e s e  a r e  b e c a u s e  t h e  c a l l e r  f a i l s  t o  g r a s p  t h e  l i m i t e d  
n a t u r e  o f  t h e  i n t e r a c t i o n .  O t h e r s  a r e  c a u s e d  b y  t h e  n a t u r e  o f  t h e  
c o m m u n i c a t i o n  c h a n n e l  ( ' h e a r i n g  d i f f i c u l t i e s '  b e i n g  c a u s e d  e i t h e r  b e c a u s e  
t h e r e  i s  n o i s e  o n  t h e  l i n e  o r  b e c a u s e  a l l o w a n c e s  a r e  n o t  m a d e  b y  t h e  
i n t e r  a c t a n t s  f o r  t h e  l i m i t a t i o n s  o f  t h e  c h a n n e l ) .
B r o a d l y  s p e a k i n g ,  t h e  p r o b l e m s  c a n  b e  b r o k e n  d o w n  i n t o  t h o s e  w h i c h  a r e  
s i t u a t i o n  s p e c i f i c  ( g r o u p  1 )  a n d  t h o s e  t o  d o  w i t h  i n f o r m a t i o n  t r a n s f e r  ( g r o u p  
2) ,  S o m e  o f  t h e  p r o b l e m s  i n  g r o u p  1 ,  ' r e p e t i t i o n '  a n d  ' h e a r i n g  d i f f i c u l t i e s ' ,  c a n  
b e  r e l a t e d  t o  t h e  f a c t  t h a t  t h e  c o n v e r s a t i o n  t a k e s  p l a c e  o v e r  a  s o u n d - o n l y  
c h a n n e l .  T h e  p r o b l e m s  t o  d o  w i t h  t h e  o p e r a t o r ' s  a n d  c a l l e r ' s  s t r e s s  l e v e l s  
m a y  a l s o  b e  t h o u g h t  o f  a s  b e i n g  p r o d u c t s  o f  t h e  c o n v e r s a t i o n a l  s i t u a t i o n .  T h e  
p r o b l e m s  i n  g r o u p  2 -  ' i n c o r r e c t  i n f o r m a t i o n ' ,  ' s p e l l i n g '  a n d  ( n o t )  ' i r r e l e v a n t  
i n f o r m a t i o n '  -  d e a l  w i t h  t h e  t a s k  r a t h e r  t h a n  t h e  s i t u a t i o n .  D i r e c t i o n s  
i n v o l v e s  a  m i s u n d e r s t a n d i n g  o f  t h e  s i t u a t i o n  b y  t h e  c a l l e r .  T h e  ’ c a l l  a l r e a d y  
t a k e n '  c a t e g o r y  i s  a l s o  i n f o r m a t i o n  r e l a t e d ,  a s  f o r  t h e s e  c a l l s  t h e  o p e r a t o r  
a l r e a d y  h a s  t h e  n e c e s s a r y  i n f o r m a t i o n ,  b u t  m a y  w i s h  t o  c h e c k  i t s  a c c u r a c y .  
T h e r e f o r e ,  t h i s  g r o u p  c a n  b e  t h o u g h t  o f  a s  i n v o l v e m e n t  w i t h  i n f o r m a t i o n  
t r a n s f e r ,  c h e c k i n g  a g a i n s t  d i s c a r d i n g .
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I t  w a s  f o u n d  f r o m  t h e  r e g r e s s i o n  o f  p r o b l e m s  a g a i n s t  t i m e  t h a t  t h e  s i t u a t i o n  
s p e c i f i c  p r o b l e m s  t e n d e d ,  o n  t h e  w h o l e ,  t o  b e  m o r e  s t r o n g l y  a s s o c i a t e d  w i t h  
t i m e  l o s s .  S t u d i e s  c i t e d  a t  t h e  s t a r t  o f  t h i s  c h a p t e r  s h o w e d  t h a t  t e l e p h o n e  c a l l s  
w e r e  a s  e f f i c i e n t  a s  f a c e - t o - f a c e  i n t e r a c t i o n ,  i n  t e r m s  o f  a c c u r a c y  o f  
i n f o r m a t i o n ,  a n d  t e n d  t o  b e  s h o r t  ( C h a m p n e s s  a n d  R e i d ,  1 9 7 0 ,  D a v i e s ,  1 9 7 1 a ,  
1 9 7 1 b ,  S h o r t ,  W i l l i a m s  a n d  C h r i s t i e ,  1 9 7 6 ,  T y s o e ,  1 9 8 5 ) .  W h i l e  n o  c o m p a r i s o n  
w i t h  f a c e - t o - f a c e  i n t e r a c t i o n  i s  p o s s i b l e  h e r e ,  i t  d o e s  a p p e a r  t h a t  t h o s e  
p r o b l e m s  w h i c h  t e n d  t o  r e d u c e  e f f i c i e n c y  m o s t  a r e  t h o s e  w h i c h  h a v e  t o  s o  
w i t h  t h e  s p e c i f i c  s i t u a t i o n  o f  a n  e m e r g e n c y  c a l l .  I n  t h i s  g r o u p  i s  i n c l u d e d  
h e a r i n g  d i f f i c u l t i e s  w h i c h  t e n d  t o  b e  c a u s e d  b y  t h e  q u a l i t y  o f  t h e  s o u n d - o n l y  
l i n k .  T h i s  i s  o n e  i n s t a n c e  w h e r e  t e l e p h o n e  c o n v e r s a t i o n  m a y  u n d o u b t e d l y  
s u f f e r  i n  c o m p a r i s o n  t o  f a c e - t o - f a c e  i n t e r a c t i o n .  H o w e v e r ,  i t  d o e s  s e e m  t h a t  
p r o b l e m s  i n  t h e s e  c a l l s  m a y  n o t  b e  t h e  r e s u l t  p r i m a r i l y  o f  t h e  f a c t  t h a t  t h e r e  i s  
n o  f a c e - t o - f a c e  c o m m u n i c a t i o n  b u t  t h a t  t h e y  a r i s e  f r o m  t h e  e m e r g e n c y  
s i t u a t i o n .
C o n s i d e r i n g  t h e  n u m b e r  o f  p r o b l e m s  w h i c h  c a n  o c c u r  i t  w o u l d  a p p e a r  t h a t  
t h e  i n t e r a c t i o n  i s  c o n s t a n t l y  m o n i t o r e d  f o r  p o s s i b l e  m i s u n d e r s t a n d i n g  o r  m i s ­
m a t c h e s  o f  i n f o r m a t i o n  a n d  i n t e n t i o n s .  T w o  a s p e c t s  o f  t h i s  m o n i t o r i n g  a r e  
e x a m i n e d  f u r t h e r  i n  t h e  f o l l o w i n g  c h a p t e r s .  F i r s t ,  t h e r e  i s  a  g o o d  d e a l  o f  
r e p e t i t i o n  o f  o p e r a t o r s  q u e s t i o n s .  T h i s  i s  n o t  t h e  r e p e t i t i o n  r e f e r r e d  t o  a s  a  
p r o b l e m  h e r e  b u t  r a t h e r  i m m e d i a t e  r e i t e r a t i o n  o f  r e q u e s t s  f o r  i n f o r m a t i o n  t o  
o v e r c o m e  t h e  c a l l e r  m i s h e a r i n g  o r  m i s u n d e r s t a n d i n g .  S e c o n d ,  t h e  o p e r a t o r  
u s e s  l i s t e n e r  r e s p o n s e s  a n d  o t h e r  u t t e r a n c e s  t o  a c k n o w l e d g e  t h e  r e c e i p t  o f  
i n f o r m a t i o n ,  t h u s  k e e p i n g  t h e  c a l l e r  a w a r e  o f  h o w  t h e i r  s p e e c h  i s  u n d e r s t o o d .
T h e  u s e  o f  l i s t e n e r  r e s p o n s e s  i s  a n  a s p e c t  o f  t u r n  m a n a g e m e n t  w h i c h  w i l l  b e  
c o n s i d e r e d  i n  t h e  n e x t  c h a p t e r ,  a s  l i s t e n e r  r e s p o n s e s  o r  b a c k - c h a n n e l  
u t t e r a n c e s  a r e  g e n e r a l l y  s e e n  a s  a  m e t h o d  o f  e n c o u r a g i n g  a  s p e a k e r  t o  
c o n t i n u e ,  i n  o t h e r  w o r d s  g i v i n g  t h e m  c o n t r o l  o f  t h e  f l o o r .
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CHAPTER 6 ASPECT 1: TURN M ANAGEM ENT  
INTRODUCTION
T h e  p u r p o s e  o f  t h i s  s t u d y  w a s  t o  e x a m i n e  w h e t h e r  t u r n  m a n a g e m e n t  w a s  
u s e d  a s  a  m e t h o d  o f  c o n t r o l l i n g  t h e  i n t e r a c t i o n  i n  e m e r g e n c y  c a l l s .  I n  t h i s  
s t u d y  a  d i s t i n c t i o n  i s  m a d e  b e t w e e n  d o m i n a n c e  i n  t h e  s e n s e  o f  c o n t r o l  f o r  i t ' s  
o w n  s a k e  a n d  c o n t r o l  i n  t h e  s e n s e  o f  o r g a n i s a t i o n  o f  t h e  c o n v e r s a t i o n  i n  t h e  
i n t e r e s t s  o f  c o m p l e t i n g  t h e  c a l l  e f f i c i e n t l y .  I n  p r a c t i c e  t h i s  i s  a  d i s t i n c t i o n  
b e t w e e n  s o c i a l l y  d e f i n e d  d o m i n a n c e  a n d  t a s k  d e f i n e d  d o m i n a n c e .  T h e  
f o r m e r  r e l a t e s  t o  t h e  r e l a t i o n s h i p  b e t w e e n  t h e  i n t e r a c t a n t s .  I f  t h e  r e l a t i o n s h i p  
i s  t o  b e  d e f i n e d  p a r t l y  b y  d o m i n a n c e  t h e n  o n e  p a r t y  m u s t  h a v e  s o m e  
i n f l u e n c e  o v e r  t h e  r e l a t i o n s h i p  a n d  o v e r  i t s  m a n i f e s t a t i o n  i n  c o n v e r s a t i o n .  
T a s k  d e f i n e d  d o m i n a n c e ,  o n  t h e  o t h e r  h a n d ,  n e e d  n o t  i m p l y  a  c o n t i n u i n g  
d o m i n a n c e - b a s e d  r e l a t i o n s h i p ,  b u t  r a t h e r  t h a t  o n e  p a r t y  t a k e s  c h a r g e  o f  
c o m p l e t i n g  t h e  t a s k .
T w o  c h a r a c t e r i s t i c s  o f  t h e  i n t e r a c t a n t s  a r e  c o n s i d e r e d ,  s e x  a n d  r o l e  /  s t a t u s .  A s  
w a s  d i s c u s s e d  i n  c h a p t e r  2,  a  n u m b e r  o f  s t u d i e s  h a v e  s h o w n  t h a t  m a n y  
a s p e c t s  o f  m e n ' s  c o n v e r s a t i o n a l  s t y l e  c a n  b e  c h a r a c t e r i s e d  a s  b e i n g  m o r e  
d o m i n a n t  t h a n  w o m e n ' s .  F o r  e x a m p l e  m e n  s p e a k  m o r e  t h a n  w o m e n  
( A r g y l e ,  L a l l j e e  a n d  C o o k ,  1 9 6 8 ;  B e r n a r d ,  1 9 7 2 ;  D u n c a n  a n d  F i s k e ,  1 9 7 7 ;  E a k i n s  
a n d  E a k i n s ,  1 9 7 6 ;  K e n k e l ,  1 9 6 3 ;  S t r o d t b e c k  a n d  M a n n ,  1 9 5 6 ;  S t r o d t b e c k ,  1 9 7 5 ;  
S t r o d t b e c k ,  J a m e s  a n d  H a w k i n s ,  1 9 5 6 ;  S w a c k e r ,  1 9 7 6 ) .  I t  h a s  a l s o  b e e n  f o u n d  
t h a t  m e n  i n t e r r u p t  w o m e n  m o r e  t h a n  v i c e  v e r s a  ( A r g y l e  e t  a l  1 9 6 8 ;  E a k i n s  
a n d  E a k i n s ,  1 9 7 6 ;  E s p o s i t o ,  1 9 7 9 ;  M c M i l l a n ,  C l i f t o n ,  M c G r a t h  a n d  G a l e ,  1 9 7 7 ;  
N a t a l e ,  E n t i n  a n d  J a f f e ,  1 9 7 9 ;  O c t i g a n  a n d  N i e d e r m a n ,  1 9 7 9 ;  Z i m m e r m a n  a n d  
W e s t ,  1 9 7 5 ) .
A s  h a s  b e e n  s h o w n  i n  C h a p t e r  3 ,  h o w e v e r ,  p r e v i o u s  f i n d i n g s  o n  t u r n  
m a n a g e m e n t ,  p a r t i c u l a r l y  i n t e r r u p t i o n s ,  h a v e  b e e n  c o n t r a d i c t o r y .  T w o  
s t u d i e s  f o u n d  t h a t  w o m e n  i n t e r r u p t e d  e a c h  o t h e r  m o r e  t h a n  d i d  m e n  
( H i r s c h m a n ,  1 9 7 3 ;  O f s h e ,  1 9 8 1 ) .  S h a w  a n d  S a d l e r  ( 1 9 6 5 )  s t u d y i n g  h e t e r o s e x u a l  
c o u p l e s ,  f o u n d  t h a t  w o m e n  i n t e r r u p t e d  t h e i r  p a r t n e r s  m o r e  t h a n  d i d  m e n ,  
w h i l e  C o u r t r i g h t ,  M i l l a r  a n d  R o g e r s  M i l l a r  ( 1 9 7 9 )  f o u n d  t h a t  f o r  m a r r i e d
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c o u p l e s  t h e  m o r e  d o m i n e e r i n g  p a r t n e r  i n t e r r u p t e d  m o r e ,  r e g a r d l e s s  o f  t h e i r  
s e x .
H o w e v e r ,  t h e  m a j o r i t y  o f  s t u d i e s  h a v e  f o u n d  e v i d e n c e  f o r  m a l e  d o m i n a n c e .  
M a n y  o f  t h e  c o n t r a d i c t o r y  f i n d i n g s  c o m e  f r o m  s t u d i e s  w h e r e  t h e  d y a d s  
a l r e a d y  h a d  a  w e l l  d e v e l o p e d  r e l a t i o n s h i p  ( S h a w  a n d  S a d l e r ,  1 9 6 5 ;  C o u r t r i g h t  
e t  a l ,  1 9 7 9 )  o r  w h e r e  o t h e r  c u l t u r a l  o r  s i t u a t i o n a l  e f f e c t s  s e e m  t o  h a v e  h a d  a  
b e a r i n g  o n  i n t e r a c t i o n  ( c f  H e r s h e y  a n d  W e r n e r ' s  ( 1 9 7 5 )  s t u d y  o f  f e m i n i s t s  v s  
n o n - f e m i n i s t s  a n d  A s k i n s a s ' s  ( 1 9 7 1 )  s t u d y  o f  w o m e n  f r o m  m i x e d -  o r  s i n g l e ­
s e x  h o u s i n g ) .  I n  a  c a s e  w h e r e  n o  e x t e r n a l  i n f l u e n c e s  n e e d  t o  b e  t a k e n  i n t o  
a c c o u n t ,  o r  w h e r e  t h e s e  i n f l u e n c e s  a r e  n o t  c o n s t a n t ,  m e n  m a y  b e  e x p e c t e d  t o  
b e  m o r e  d o m i n a n t  t h a n  w o m e n .
C o n c e n t r a t i n g  o n  t h e  b e h a v i o u r  a n d  c h a r a c t e r i s t i c s  o f  t h e  s p e a k e r ,  t h e n ,  t h e s e  
s t u d i e s  w o u l d  p r e d i c t  t h a t  m e n  w o u l d  s h o w  m o r e  d o m i n a n c e  b e h a v i o u r  
t h a n  w o m e n .  I t  h a s  a l s o  b e e n  f o u n d  ( H o f f m a n ,  1 9 8 0 )  t h a t  t h e  s e x  o f  t h e  
p e r s o n  s p o k e n  t o  m a y  b e  m o r e  i m p o r t a n t  t h a n  t h e  s e x  o f  t h e  s p e a k e r  i n  
d e t e r m i n i n g  t h e  u s e  o f  i n t e r r u p t i o n s ,  s o  t h a t  w o m e n  a r e  i n t e r r u p t e d  m o r e  
t h a n  m e n ,  r e g a r d l e s s  o f  t h e  s e x  o f  i n t e r r u p t e r .  B o t h  t h e  s e x  o f  t h e  p e r s o n  
s p e a k i n g  a n d  t h a t  o f  t h e  l i s t e n e r  a r e  t a k e n  i n t o  a c c o u n t  i n  t h i s  s t u d y .
L e e t - P e l l e g r i n i  ( 1 9 8 0 )  c a r r i e d  o u t  a  s t u d y  w h i c h  e x a m i n e d  b o t h  s e x  r e l a t e d  a n d  
t a s k  r e l a t e d  d o m i n a n c e .  S a m e  s e x  a n d  m i x e d  s e x  d y a d s  w e r e  g i v e n  a  p r o b l e m  
s o l v i n g  t a s k  a n d  t h e  d i f f e r e n c e  i n  p a r t n e r s '  i n t e r a c t i o n  s t y l e s  w e r e  a s s e s s e d .
I n  a d d i t i o n ,  i n  s o m e  d y a d s  o n e  p e r s o n  w a s  g i v e n  m o r e  i n f o r m a t i o n  r e l e v a n t  
t o  t h e  p r o b l e m  t h a n  t h e  o t h e r ,  s o  t h a t  t h e y  h a d  ' e x p e r t '  s t a t u s .  L e e t - P e l l e g r i n i  
f o u n d  a n  i n t e r a c t i o n  b e t w e e n  s e x  a n d  e x p e r t i s e ,  s o  t h a t  w h i l e  e x p e r t s  s p o k e  
m o r e  t h a n  n o n - e x p e r t s ,  m a l e  e x p e r t s  a l s o  s p e a k  m o r e  t h a n  f e m a l e  e x p e r t s .  
F e m a l e  e x p e r t s  u s e d  m o r e  s u p p o r t i v e  a s s e n t  t e r m s  t h a n  d i d  m a l e  e x p e r t s  a n d  
t h e y  u s e d  m o r e  w i t h  m a l e  t h a n  w i t h  f e m a l e  p a r t n e r s .  I t  w o u l d  t h e r e f o r e  
s e e m  t h a t  e x p e r t  s t a t u s  c o n f e r r e d  p o w e r  o n  m e n ,  o r  a t  l e a s t  t h e  l i c e n c e  f o r  
d o m i n a n c e ,  b u t  d i d  n o t  d o  s o  f o r  w o m e n .
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A  s t u d y  o f  1 4 6  f i r e  a l a r m  c a l l s  w a s  t h e r e f o r e  c o n d u c t e d  t o  e x a m i n e  t h e  e f f e c t s  
o f  s e x  a n d  r o l e  o n  t h e  s p e e c h  s t y l e  o f  i n t e r a c t a n t s  i n  t h e  c o n t e x t  o f  t u r n  
m a n a g e m e n t .  I n  t h e  c a s e  o f  t h e s e  c a l l s ,  a l l  t h e  d y a d s  h a v e  u n e q u a l  r o l e  s t a t u s ,  
t h a t  i s ,  t h e r e  i s  a l w a y s  o n e  o p e r a t o r  a n d  o n e  c a l l e r .  S i n c e  t h e  o p e r a t o r  i s  t h e  
r e p r e s e n t a t i v e  o f  t h e  f i r e  b r i g a d e  a n d  t h e  p e r s o n  i n  c h a r g e  o f  o r g a n i s i n g  t h e  
c a l l ,  o p e r a t o r s  a r e  e x p e c t e d  t o  b e  m o r e  c o n t r o l l i n g  t h a n  c a l l e r s .  A l s o ,  m e n  a r e  
e x p e c t e d  t o  e x e r t  m o r e  c o n t r o l  t h a n  w o m e n ,  r e g a r d l e s s  o f  t h e i r  r o l e .  F i n a l l y ,  
b o t h  s e x e s  a r e  e x p e c t e d  t o  d i s p l a y  m o r e  c o n t r o l  w i t h  a  f e m a l e  p a r t n e r  t h a n  
w i t h  a  m a l e  p a r t n e r .
I n  o r d e r  t o  e x a m i n e  s e x  a n d  r o l e  e f f e c t s  t h r e e  m e a s u r e s  o f  s p e e c h  s t y l e  w e r e  
u s e d .  T w o  m e a s u r e s  o f  c o n t r o l  d e a l t  d i r e c t l y  w i t h  t u r n  m a n a g e m e n t  a n d  
c o n t r o l  o v e r  t h e  " f l o o r " ,  s p e c i f i c a l l y  t h e  n u m b e r  a n d  t y p e  o f  i n t e r r u p t i o n s  
u s e d  a n d  t h e  a m o u n t  o f  s p e e c h  b y  e a c h  p a r t n e r .  B o t h  t h e  u s e  o f  i n t e r r u p t i o n s  
a s  a  m e a s u r e  o f  c o n t r o l  o r  d o m i n a n c e  a n d  c o d i n g  s c h e m e s  f o r  i n t e r r u p t i o n s  
h a v e  b e e n  d i s c u s s e d  p r e v i o u s l y  ( c h a p t e r  2 ) .  I n  s u m m a r y ,  i n t e r r u p t i o n s  m a y  
b e  d e f i n e d  a s  i n s t a n c e s  w h e r e  t h e r e  i s  s i m u l t a n e o u s  s p e e c h  b y  b o t h  p a r t i e s  o r  
w h e r e  t h e  c u r r e n t  s p e a k e r  d o e s  n o t  s e e m  t o  c o m p l e t e  a n  u t t e r a n c e  b e f o r e  t h e  
n e x t  s p e a k e r  t a k e s  o v e r .  I n t e r r u p t i o n s  c a n  b e  c l a s s i f i e d  i n  t w o  i n d e p e n d e n t  
w a y s .  F i r s t l y ,  t h e  s p e e c h  i n c i d e n t  m a y  o r  m a y  n o t  b e  i n t e n d e d  a s  i n t e r r u p t i v e .  
S p e e c h  r e f e r r e d  t o  a s  / b a c k - c h a n n e l /  s p e e c h  o r  ' l i s t e n e r  r e s p o n s e s '  i s  p r o d u c e d  
b y  t h e  l i s t e n e r  d u r i n g  t h e i r  p a r t n e r ' s  s p e a k i n g  t u r n .  E v e n  t h o u g h  t h i s  s p e e c h  
m a y  b e  s i m u l t a n e o u s  w i t h  t h e  s p e a k e r ' s  u t t e r a n c e  i t  i s  n o t  a n  a t t e m p t  t o  g a i n  
t h e  f l o o r  b u t  t o  s i g n a l  t h a t  t h e  l i s t e n e r  i s  b o t h  a t t e n d i n g  a n d  i n t e r e s t e d .  I t  i s  
t h e r e f o r e  c o n s i d e r e d  t o  b e  s u p p o r t i v e  o f  t h e  s t a t u s  q u o  r a t h e r  t h a n  
i n t e r r u p t i v e .
I n t e r r u p t i o n s  a r e  n o t  a  u n i t a r y  p h e n o m e n o n .  F e r g u s o n  ( 1 9 7 7 )  f o u n d  n o  
r e l a t i o n s h i p  b e t w e e n  t h e  o v e r a l l  r a t e  o f  i n t e r r u p t i o n s  a n d  s e l f - r e p o r t e d  
d o m i n a n c e .  H o w e v e r ,  p e o p l e  w h o  r a t e d  t h e m s e l v e s  h i g h  o n  d o m i n a n c e  
u s e d  m o r e  o v e r l a p s ,  t h a t  i s  i n t e r r u p t i o n s  w h e r e  t h e  i n i t i a l  s p e a k e r  c o m p l e t e s  
t h e i r  u t t e r a n c e .  B e a t t i e  ( 1 9 8 1 ) ,  i n  a  s t u d y  o f  t u t o r i a l  g r o u p s ,  f o u n d  t h a t  t u t o r s  
u s e d  m o r e  o v e r l a p s  t h a n  d i d  s t u d e n t s .  S t u d e n t s  t e n d e d  t o  u s e  s i m p l e  
i n t e r r u p t i o n s ,  w h e r e  t h e  i n i t i a l  s p e a k e r  d o e s  n o t  c o m p l e t e  t h e i r  u t t e r a n c e s ,
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w h e n  t h e y  i n t e r r u p t e d  e a c h  o t h e r .  B e a t t i e  i n t e r p r e t s  t h i s  f i n d i n g  b y  
c o n s i d e r i n g  t h e  t u t o r i a l  s y s t e m .  S t u d e n t s  i n t e r r u p t  b e c a u s e  t h e y  m u s t  
c o m p e t e  f o r  t h e  t u t o r ' s  a t t e n t i o n ,  w h i l e  t h e  t u t o r ' s  r o l e  i s  t o  b e  e n c o u r a g i n g .  
T h e r e f o r e ,  t h e  t u t o r  a l l o w s  s t u d e n t s  t o  c o m p l e t e  w h a t  t h e y  a r e  s a y i n g .  T h i s  
i n t e r p r e t a t i o n  s u g g e s t s  t h a t  s i m p l e  i n t e r r u p t i o n s  a r e  m o r e  c o m p e t i t i v e  t h a n  
o v e r l a p s .
B y  f a r  t h e  m o s t  c o m p r e h e n s i v e  s c h e m e  f o r  c l a s s i f y i n g  i n t e r r u p t i o n s  i s  t h a t  
d e v e l o p e d  b y  R o g e r ,  B u l l  a n d  S m i t h  ( 1 9 8 8 ) .  H o w e v e r ,  t h e  v e r y  c o m p l e x i t y  
a n d  c o m p r e h e n s i v e n e s s  o f  t h e  s c h e m e  m a k e  i t  m o s t  s u i t a b l e  f o r  l a r g e  
q u a n t i t i e s  o f  d a t a .  G i v e n  t h a t  t h e  a v e r a g e  l e n g t h  o f  a  f i r e  a l a r m  i s  4 5  s e c o n d s  
t h e  p r e s e n t  s a m p l e  d o e s  n o t  w a r r a n t  t h i s  l e v e l  o f  c o m p l e x i t y .  I t  w a s  d e c i d e d  
t h e r e f o r e  t o  u s e  t h e  F e r g u s o n  ( 1 9 7 7 )  s c h e m e  a s  a  b a s i c  c o d i n g  s c h e m e  a n d  t o  
c o n c e n t r a t e  w i t h i n  t h a t  s c h e m e  o n  t h e  m o s t  b a s i c  t y p e s  o f  i n t e n d e d  s u c c e s s f u l  
a n d  u n s u c c e s s f u l  i n t e r r u p t i o n s ;  s i m p l e  a n d  b u t t i n g - i n .
A s  h a s  b e e n  e m p h a s i s e d  a b o v e  a n d  i n  m o r e  d e t a i l  i n  c h a p t e r  2,  d o m i n a n c e  
c a n  b e  m a n i f e s t e d  t h r o u g h  t h e  a m o u n t  o f  i n t e r a c t i o n  s p a c e  t a k e n  u p  b y  e i t h e r  
p a r t y .  T h e  n u m b e r  o f  w o r d s  s p o k e n  w a s  u s e d  a s  a  m e a s u r e  o f  i n t e r a c t i o n  
s p a c e  o r  c o m m a n d  o v e r  t h e  f l o o r .  G i v e n  t h e  r e l a t i v e l y  s h o r t  t u r n s ,  t h e  
s o m e t i m e s  r a p i d  p a c e  o f  t h e  s p e e c h  a n d  t h e  h i g h  i n f o r m a t i o n  c o n t e n t  
c h a r a c t e r i s t i c  o f  t h e s e  c a l l s ,  a  m e a s u r e  b a s e d  o n  a m o u n t  o f  c o n t e n t  r a t h e r  t h a n  
t i m e  s e e m e d  m o s t  a p p r o p r i a t e .  I t  i s  e x p e c t e d  t h a t ,  a s  i n  t h e  L e e t - P e l l e g r i n i  
( 1 9 8 0 )  s t u d y ,  e x p e r t s ,  t h a t  i s  o p e r a t o r s ,  w i l l  s p e a k  m o r e  t h a n  n o n - e x p e r t s ,  t h a t  
i s  c a l l e r s ,  a n d  t h a t  m a l e  e x p e r t s  w i l l  s p e a k  m o r e  t h a n  f e m a l e  e x p e r t s .
A s  t h i s  s t u d y  i n  p a r t  r e p l i c a t e s  L e e t - P e l l e g r i n i  ( 1 9 8 0 )  a  m e a s u r e  o f  
s u p p o r t i v e n e s s ,  n u m b e r  o f  a s s e n t  t e r m s ,  u s e d  i n  t h a t  s t u d y  w a s  i n c l u d e d  
h e r e .  A s s e n t  t e r m s  m a y  h a v e  a t  l e a s t  t w o  s u p p o r t i v e  f u n c t i o n s  i n  t u r n  
m a n a g e m e n t .  T h e y  a r e  c o m m o n l y  u s e d  a s  b a c k - c h a n n e l  r e s p o n s e s  a n d  t h e y  
c a n  s i g n a l  a  r e c o g n i t i o n  t h a t  t h e  f l o o r  h a s  b e e n  h a n d e d  o v e r .  L e e t - P e l l e g r i n i  
f o u n d  t h a t  a s s e n t  t e r m s  w e r e  u s e d  m o r e  b y  m a l e  n o n - e x p e r t s  a n d  b y  f e m a l e s ,  
w h e t h e r  t h e y  w e r e  e x p e r t s  o r  n o t .  T h u s  i n  t h e  p r e s e n t  s t u d y  g i v e n  t h a t  t h e
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o p e r a t o r  i s  a s s u m e d  t o  b e  t h e  e x p e r t ,  t h e  c a l l e r  s h o u l d  b e  m o r e  s u p p o r t i v e  
t h a n  t h e  o p e r a t o r  a n d  f e m a l e  c a l l e r s  m o r e  s u p p o r t i v e  t h a n  m a l e  c a l l e r s .
B e c a u s e ,  u n l i k e  i n  m a n y  o t h e r  s t u d i e s ,  t h e s e  c a l l s  a r e  r e a l  c o n v e r s a t i o n s  i n  
w h i c h  t h e r e  a r e  d e g r e e s  o f  p o t e n t i a l  u r g e n c y ,  a s p e c t s  o f  t h e  s i t u a t i o n  m a y  a l s o  
b e  e x p e c t e d  t o  e x e r t  a n  i n f l u e n c e  o n  t h e  i n t e r a c t i o n .  T h e  i m p o r t a n c e  a n d  
u r g e n c y  o f  e a c h  i n t e r a c t i o n  m a y  b e  d e p e n d e n t  o n  t h e  i n c i d e n t  b e i n g  r e p o r t e d .  
T o  e x a m i n e  t h i s  d i m e n s i o n  o f  u r g e n c y ,  c a l l s  t o  t w o  t y p e s  o f  i n c i d e n t  w e r e  
e x a m i n e d ,  f i r e  a n d  s p e c i a l  s e r v i c e s .
S p e c i a l  s e r v i c e s  ( S S )  i s  a  t e r m  u s e d  b y  t h e  f i r e  b r i g a d e  t o  d e n o t e  i n c i d e n t s  
w h i c h  r e q u i r e  t h e i r  a t t e n d a n c e  b u t  w h e r e  t h e r e  i s  n o  f i r e ,  f o r  e x a m p l e ,  p e o p l e  
t r a p p e d  i n  a  l i f t  o r  p e o p l e  l o c k e d  o u t  o f  t h e i r  h o m e s .  T h e s e  i n c i d e n t s  a r e  l e s s  
u r g e n t  t h a n  f i r e  f o r  t w o  r e a s o n s .  F i r s t ,  t h e r e  i s  r a r e l y  a n y  i m m e d i a t e  d a n g e r  
t o  t h e  s a f e t y  o f  t h o s e  i n v o l v e d  a n d  s e c o n d ,  t h e  l e v e l  o f  h a z a r d  d o e s  n o t  
e s c a l a t e  i n  t h e  s a m e  w a y  a s  w i t h  f i r e s .  T h u s ,  w h i l e  a  c a l l  t o  a  p e r s o n  t r a p p e d  
i n  a  l i f t  i s  i m p o r t a n t  a n d  h a s  s o m e  d e g r e e  o f  u r g e n c y ,  b a r r i n g  a  m a j o r  
m a l f u n c t i o n ,  t h e  d a n g e r  d o e s  n o t  a c t u a l l y  i n c r e a s e  o v e r  t i m e .  T h i s  d i f f e r e n c e  
i s  e v i d e n c e d  i n  t h e  d i f f e r e n c e  i n  m e a n  t i m e  t a k e n  f o r  t h e  t w o  t y p e s  o f  c a l l  t o  
b e  p r o c e s s e d .  F i r e  c a l l s  t o o k  a  m e a n  t i m e  o f  4 4 . 4  s e c o n d s ,  w h i l e  s p e c i a l  
s e r v i c e s  t o o k  5 6 . 6  s e c o n d s .
A s  t h e  t a s k  i s  l i k e l y  t o  b e  m o r e  u r g e n t  a n d  i m p o r t a n t  i n  f i r e  i n c i d e n t s  t h e  c a l l s  
s h o u l d  b e  m o r e  t a s k  o r i e n t e d  a n d  t h e r e f o r e  s h o u l d  s h o w  m o r e  e v i d e n c e  o f  
c o n v e r s a t i o n a l  c o n t r o l .  F i r e  c a l l s  s h o u l d  t h e r e f o r e  t e n d  t o  h a v e  a  m o r e  
u n e q u a l  d i s t r i b u t i o n  o f  s p e e c h  t h a n  s p e c i a l  s e r v i c e s  c a l l s ,  w i t h  o p e r a t o r s  
s p e a k i n g  m o r e  t h a n  c a l l e r s .  T h e r e  s h o u l d  b e  m o r e  i n t e r r u p t i o n s  i n  f i r e  c a l l s ,  
p a r t i c u l a r l y  b y  t h e  o p e r a t o r s  a n d  t h e r e  s h o u l d  b e  f e w e r  a s s e n t  t e r m s  u s e d  i n  
f i r e  c a l l s .
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Research questions
Role related control
1  A r e  o p e r a t o r s  l e s s  s u p p o r t i v e  a n d  m o r e  c o n t r o l l i n g  t h a n  c a l l e r s ,  t h a t  i s ,  
d o  t h e y  u s e  m o r e  i n t e r r u p t i o n s  a n d  f e w e r  a s s e n t  t e r m s  a n d  r e t a i n  t h e  
f l o o r  f o r  l o n g e r  t h a n  c a l l e r s ?
Sex related control
2  A r e  m a l e  o p e r a t o r s  m o r e  c o n t r o l l i n g  t h a n  f e m a l e  o p e r a t o r s  e s p e c i a l l y  
i n  m i x e d  s e x  c a l l s ?
3  A r e  f e m a l e  c a l l e r s  l e s s  c o n t r o l l i n g  t h a n  m a l e  c a l l e r s ,  e s p e c i a l l y  i n  
m i x e d  s e x  c a l l s ?
Situation specific control
4  A r e  t h e r e  d i f f e r e n c e s  i n  s p e e c h  s t y l e  f o r  o p e r a t o r s  o r  c a l l e r s  b e t w e e n  
f i r e  a n d  s p e c i a l  s e r v i c e s  c a l l s ?
METHOD
Sample
T h e  s a m p l e  c o n s i s t e d  o f  1 4 6  c a l l s  t o  e i t h e r  f i r e  o r  s p e c i a l  s e r v i c e s  i n c i d e n t s ,  t o  
g i v e  t w o  s a m p l e s  o f  c a l l s  w i t h  d i f f e r i n g  l e v e l s  o f  i m p l i e d  u r g e n c y .  T h i s  
c l a s s i f i c a t i o n  o f  ' f i r e '  c a l l s  e x c l u d e s  g r a s s ,  r u b b i s h  a n d  c h i m n e y  f i r e s  a n d  
t h e r e f o r e  c o v e r s  m a i n l y  c a l l s  t o  f i r e s  i n  b u i l d i n g s .  S p e c i a l  s e r v i c e s  i n c i d e n t s  
c a n  i n c l u d e  c a l l s  w h e r e  t h e r e  i s  d a n g e r  t o  l i f e ,  f o r  e x a m p l e  t o  u s e  c u t t i n g  
e q u i p m e n t  i n  r o a d  t r a f f i c  a c c i d e n t s .  I n  t h e s e  c a s e s  t h e  u r g e n c y  o f  t h e  c a l l  i s  
p r o b a b l y  a t  t h e  s a m e  l e v e l  a s  c a l l s  t o  f i r e s .  T h i s  t y p e  o f  S S  i n c i d e n t  w a s ,  
t h e r e f o r e ,  e x c l u d e d  f r o m  t h e  s a m p l e  a s  t h e y  w e r e  n o t  l i k e l y  t o  r e p r e s e n t  a  
l o w e r  l e v e l  o f  u r g e n c y .
T h e  t o t a l  s a m p l e  o f  c a l l s  i s  b i a s e d  t o w a r d  f e m a l e  o p e r a t o r s .  A s  s e x  d i f f e r e n c e s  
w e r e  t o  b e  e x a m i n e d  i n  t h i s  s t u d y  a  r a n d o m  s a m p l e  o f  c a l l s  w a s  b o o s t e d  b y  
t a k i n g  e v e r y  c a l l  w i t h  a  m a l e  o p e r a t o r  w h i c h  f i t t e d  t h e  a b o v e  c r i t e r i a  o n  a  
f u r t h e r  s a m p l e  o f  s e v e n  t a p e s .  T h i s  p r o d u c e d  a n  a d d i t i o n a l  3 1  c o n v e r s a t i o n s .  
C a l l s  f r o m  c h i l d r e n  w e r e  e x c l u d e d  f r o m  t h i s  a n a l y s i s  a s  t h e y  r e p r e s e n t e d  t o o  
s m a l l  a  s a m p l e  f o r  m e a n i n g f u l  s t a t i s t i c a l  a n a l y s i s .  T h e  s a m p l e  w a s  b r o k e n  
d o w n  b y  r o l e  a n d  s e x  a s  f o l l o w s .
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Table 1 Sample sizes by sex and role.
O p e r a t o r
F i r e s Special Services
C a l l e r C a l l e r
M a l e  F e m a l e M a l e F e m a l e T o t a l
M a l e 1 9 1 4 7 8 4 8
F e m a l e 4 1 3 9 4 1 4 9 8
T o t a l 6 0 5 3 1 1 2 2 1 4 6
T o t a l  b y  c a l l e r  s e x 7 1 7 5
T o t a l  b y  i n c i d e n t 1 1 3 3 3
Behavioural coding
T h r e e  t y p e s  o f  m e a s u r e  w e r e  t a k e n  f o r  e a c h  c a l l ;  i n t e r r u p t i o n s ,  n u m b e r  o f  
w h o l e  w o r d s  s p o k e n  a n d  n u m b e r  o f  a s s e n t  w o r d s  s p o k e n  ( e . g .  y e s ,  r i g h t ,  O K ,  
m m - h m m ) .  O f  t h e s e  i n t e r r u p t i o n s  a n d  n u m b e r  o f  w o r d s  a r e  r e l a t e d  t o  
i n c r e a s i n g  d o m i n a n c e  a n d  n u m b e r  o f  a s s e n t  w o r d s  t o  i n c r e a s i n g  
s u p p o r t i v e n e s s .  T u r n  e x c h a n g e s  w e r e  c o d e d  a c c o r d i n g  t o  B e a t t i e  ( 1 9 8 1 a ) ,  a  
s y s t e m  w h i c h  i s  a  m o d i f i c a t i o n  o f  F e r g u s o n  ( 1 9 7 7 ) ,  u s i n g  t r a n s c r i p t s  a n d  t a p e s  
( s e e  f i g u r e  1 ) .  A l t h o u g h  t h i s  s y s t e m  h a s  f a u l t s  ( R o g e r ,  B u l l  a n d  S m i t h ,  1 9 8 8 )  i t  
s e r v e s  h e r e  t o  d i s t i n g u i s h  b e t w e e n  p o t e n t i a l l y  m o r e  a n d  l e s s  i n t r u s i v e  
i n t e r r u p t i o n s ,  e . g .  s i m p l e  i n t e r r u p t i o n  v s  s i l e n t  i n t e r r u p t i o n s .
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Figure 1 Classification of interruptions and smooth speaker switch
Attempted speaker-switch
Successful?
Yes No
Simultaneous speech present? Simultaneous speech present?
Yes No Yes No
First speaker's First speaker's
utterance complete? utterance complete?
Yes No Yes No
Overlap Simple Smooth Silent Butting-in 0
interruption speaker- interruption interrupion 
switch
1  S p e a k e r  s w i t c h e s  w e r e  c o u n t e d  f r o m  
O :  " H e l l o ,  f i r e  b r i g a d e  /  c a n  I  h e l p  y o u "
o r  f r o m  t h e  c a l l e r ' s  f i r s t  " h e l l o "  i f  t h e  o p e r a t o r  d o e s  n o t  r e p l y  w i t h  o n e .  
T h i s  r e s t r i c t i o n  w a s  i n t r o d u c e d  t o  e n s u r e  t h a t  t h e  c o n v e r s a t i o n  w a s  
t a k e n  t o  b e g i n  w h e n  t h e  c a l l e r  k n e w  s / h e  w a s  t a l k i n g  t o  t h e  f i r e  b r i g a d e  
r a t h e r  t h a n  t h e  B r i t i s h  T e l e c o m  o p e r a t o r .
2  I f  t h e  s p e a k e r  r e t a i n e d  t h e  t u r n ,  v o c a l i s a t i o n s  f r o m  t h e  l i s t e n e r  s u c h  a s  
" y e s "  o r  " n o "  w e r e  c o u n t e d  a s  b a c k - c h a n n e l  r e s p o n s e s  w h e r e  t h e y  
s e r v e d  t o  c o n f i r m  w h a t  t h e  s p e a k e r  w a s  s a y i n g  o r  w h e r e  t h e y  s i g n a l e d  
t h a t  t h e  a u d i t o r  h a d  h e a r d .  T h e y  w e r e  c o u n t e d  a s  t u r n s  i f  t h e y  w e r e  a  
o n e  w o r d  a n s w e r  t o  a  q u e s t i o n ,  e i t h e r  d i r e c t  o r  i n d i r e c t .
3  T h e  c a l l  c l o s i n g  w a s  n o t  c o u n t e d .  T h e  l a s t  t u r n  c o n s i d e r e d  w a s  t h e  
o p e r a t o r ' s  l a s t  m a i n  t u r n  e . g .  " O K ,  b e  t h e r e  s h o r t l y " .  T h e  f i n a l  c a l l
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c l o s i n g s  a r e  o f t e n  s y n c h r o n i s e d  s o  t h a t  t h e  o p e r a t o r  a n d  c a l l e r  c a n  
s p e a k  i n  u n i s o n  f o r  s e v e r a l  t u r n s .  A s  i t  w o u l d  s e e m  t h a t  t h e s e  a r e  n o t  
i n t e n d e d  a s  i n t e r r u p t i o n s  i t  w a s  d e c i d e d  t o  r e m o v e  t h i s  s e c t i o n  o f  t h e  
c o n v e r s a t i o n s  f r o m  t h e  a n a l y s i s .
4  ' C o m p l e t e n e s s '  w a s  j u d g e d  i n t u i t i v e l y  o n  t h e  b a s i s  o f  i n t o n a t i o n ,  
s y n t a x  a n d  s e m a n t i c s ,  t h e  s a m e  c l u e s  t h a t  t h e  p a r t i c i p a n t s  i n  t h e  
i n t e r a c t i o n  w o u l d  u s e  t o  j u d g e  w h e t h e r  t h e  o t h e r  h a d  f i n i s h e d  
s p e a k i n g .
E x a m p l e  o f  s p e a k e r  s w i t c h e s
1  S m o o t h  s p e a k e r  s w i t c h
O p e r a t o r  Y e a h  w h a t  r o a d  d o  w e  c o m e  t o ?
C a l l e r  T h i s  i s  a h  M a r s d e n  H o u s e  O v e r t o  a h  O v e r t o n  R o a d  F i v e w a y s
r o a d
2  O v e r l a p
C a l l e r  Y e a h  t h e r e ' s  a h  s m o k e  c o m i n g  a n d  t h i s  l a d y  b e g g e d  m e  t o  d i a l
y o u  s e e
O p e r a t o r  O K  y e a h  w h a t  d i s t r i c t  d o e s  t h a t  c o m e  f r o m ?
3  S i m p l e  i n t e r r u p t i o n
O p e r a t o r  I  c a n ' t  I  w h a t ' s  t h i s  s h  y e s  S h e l l e y  C o u r t  w h a t ’ s  t h e
C a l l e r S o r r y  m a t e  i t ' s
b e g i n n i n g  t o  g e t  a l i g h t
4  B u t t i n g - i n  i n t e r r u p t i o n
C a l l e r A h  t h e  w e l l  t h e r e  t h e r e  t h e r e  a r e  t r e e s  a n d  s h r u b s  a n d  g r a s s  a n d  
a h  m y  h o u s e  i s  o n  t h e  c o m m o n  a n d  i t ' s  g e t t i n g  q u i t e  c l o  q u i t e  
c l o s e
O p e r a t o r y e h  O
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O p e r a t o r  C a n  y o u  g i v e  u s  a n o t h e r  r o a d  o f f  o f  a m
C a l l e r  C a r l s h a l t o n  R o a d  l o v e  i t ' s  o f f  C a r l s h a l t o n  R o a d
N o t e :  U n d e r l i n i n g  i n d i c a t e s  s i m u l t a n e o u s  s p e e c h .
D e p e n d e n t  v a r i a b l e  c o m p u t a t i o n
A s  t h e  p o i n t  o f  i n t e r e s t  i n  t h i s  s t u d y  i s  t u r n  m a n a g e m e n t ,  t h a t  i s  t h e  g a i n i n g  
a n d  r e l i n q u i s h i n g  o f  t h e  f l o o r ,  t h e  r a t e  o f  i n t e r r u p t i o n s  r e l a t i v e  t o  a l l  s p e a k e r  
s w i t c h e s  i s  m o r e  m e a n i n g f u l  t h a n  t h e i r  f r e q u e n c y .  T h e r e f o r e ,  i n t e r r u p t i o n s  
w e r e  r e c o d e d  a s  a  p e r c e n t a g e  o f  t h e  n u m b e r  o f  t u r n s  i n  t h e  i n t e r a c t i o n .  T h e  
n u m b e r  o f  a s s e n t  w o r d s  u s e d  w e r e  r e c o d e d  a s  a  p e r c e n t a g e  o f  t o t a l  w o r d s  s o  
t h a t  t h e  m e a s u r e  r e p r e s e n t e d  t h e  r a t e  o f  a s s e n t  w o r d  u s a g e .
R E S U L T S
I  T y p e  o f  i n c i d e n t
T h e  l a s t  r e s e a r c h  q u e s t i o n  w a s  a d d r e s s e d  f i r s t ,  a s  t h e  d e s i g n  o f  s u b s e q u e n t  
a n a l y s e s  w o u l d  n e e d  t o  t a k e  a n y  d i f f e r e n c e s  b e t w e e n  t h e  i n c i d e n t  t y p e s  i n t o  
a c c o u n t .  T h a t  i s ,  i f  t h e  i n t e r a c t a n t s '  s p e e c h  s t y l e  w a s  a f f e c t e d  b y  t h e  d e g r e e  o f  
u r g e n c y  o f  t h e  s i t u a t i o n  t h e n  f i r e  a n d  s p e c i a l  s e r v i c e s  c a l l s  w o u l d  n e e d  t o  b e  
d e a l t  w i t h  s e p a r a t e l y .
D i f f e r e n c e s  b e t w e e n  t h e  t w o  s a m p l e s  o f  c a l l s  w e r e  t e s t e d  u s i n g  Z  t e s t s ,  t h e  
r e s u l t s  o f  w h i c h  a r e  s h o w n  i n  t a b l e  2 .  T h e  o n l y  d i f f e r e n c e  w h i c h  a p p r o a c h e d  
s i g n i f i c a n c e  w a s  t h a t  b e t w e e n  t h e  c a l l e r s '  u s e  o f  i n t e r r u p t i o n s  i n  t h e  t w o  t y p e s  
o f  c a l l ,  w i t h  c a l l e r s  i n t e r r u p t i n g  m o r e  i n  s p e c i a l  s e r v i c e s  c a l l s .  T h i s  i n d i c a t e s  
t h a t  r a t h e r  t h a n  i n t e r r u p t i o n s  b e i n g  a  p r o d u c t  o f  u r g e n c y ,  t h e  r e v e r s e  w o u l d  
a p p e a r  t o  b e  t r u e .  T h i s  l a c k  o f  d i f f e r e n c e  b e t w e e n  t h e  t w o  t y p e s  o f  c a l l  m a y  
h a v e  t w o  c a u s e s .  F i r s t ,  i t  i s  p o s s i b l e  t h a t  t h e  d i f f e r e n c e  i n  u r g e n c y  i s  
i n s u f f i c i e n t  t o  m a k e  a  d i f f e r e n c e  i n  h o w  t h e  i n t e r a c t a n t s  c o n v e r s e .  T h a t  i s ,  
s i n c e  b o t h  t y p e s  o f  c a l l s  a r e  t o  a n  e m e r g e n c y  t h e  d i s t i n c t i o n  b e t w e e n  t h e  
d e g r e e  o f  d a n g e r  i s  i n s u f f i c i e n t  i n  i t s e l f  o r  i n s u f f i c i e n t l y  c o n s i s t e n t  a c r o s s  t h e  
c a l l s  t o  p r o d u c e  b e h a v i o u r a l  d i f f e r e n c e s .  T h e  s e c o n d  p o s s i b i l i t y  i s  t h a t  t h e
5 Silent interruption
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v a r i a b l e s  u s e d  d o  n o t  m e a s u r e  b e h a v i o u r  w h i c h  w o u l d  b e  i n f l u e n c e d  b y  
u r g e n c y .
Table 2 Mean and standard deviations for fire and special services calls 
on all variables
Variable Mean F Stdev F Mean SS Stdev SS Z Sig
No. words op 55.72 33.49 59.67 30.15 -.65 ns
No words caller 58.21 33.83 68.06 47.04 -1.14 ns
% Assent words op 10.00 5.07 9.47 4.65 .56 ns
% Assent words caller 5.51 4.39 7.09 4.48 -1.81 ns
Interruptions op 10.33 13.32 10.68 13.84 -.25 ns
Interruptions caller 9.80 11.55 13.10 12.26 -1.32 p<0.1
A s  t h i s  w a s  t h e  o n l y  d i f f e r e n c e  b e t w e e n  t h e  t w o  t y p e s  o f  c a l l ,  t h e  s a m p l e s  
w e r e  a n a l y s e d  s i m u l t a n e o u s l y  i n  t h e  s u b s e q u e n t  a n a l y s i s .
II Role and sex effects.
T h e  h y p o t h e s e s  r e g a r d i n g  t h e  l i n k s  b e t w e e n  t h e  s t y l e  o f  t h e  i n t e r a c t a n t s  a n d  
t h e i r  r o l e  a n d  s e x  w e r e  d e s i g n e d  t o  b e  a n s w e r e d  u s i n g  a n a l y s i s  o f  v a r i a n c e .  
T a k i n g  t h e  c a l l  a s  t h e  u n i t  o f  a n a l y s i s ,  t h r e e  f a c t o r s  w e r e  c o n s i d e r e d :  s p e a k e r  
( o p e r a t o r  o r  c a l l e r ) ,  s e x  o f  o p e r a t o r  a n d  s e x  o f  c a l l e r .  S i n c e  t h e  u n i t  o f  a n a l y s i s  
w a s  t h e  c a l l ,  i t  c o u l d  b e  a r g u e d  t h a t  t h e  s p e a k e r  f a c t o r  w a s  a  r e p e a t e d  m e a s u r e  
a s  e a c h  p a i r  o f  s p e a k e r  a n d  c a l l e r  m e a s u r e s  r e f e r  t o  o n e  c a l l .  T r e a t i n g  t h i s  
f a c t o r  a s  a  r e p e a t e d  m e a s u r e  w o u l d ,  h o w e v e r ,  r e q u i r e  a n  a s s u m p t i o n  t h a t  t h e  
s p e a k e r ' s  s p e e c h  s t y l e  w a s  i n f l u e n c e d  b y  t h e  s t y l e  o f  t h e i r  p a r t n e r .
C o r r e l a t i o n s  w e r e  t h e r e f o r e  c o m p u t e d  f o r  t h e  t w o  p a r t n e r s  i n  e a c h  d y a d  a n d  
a r e  p r e s e n t e d  i n  t a b l e  3 .  T h e  f i r s t  c o l u m n  g i v e s  t h e  c o r r e l a t i o n  c o e f f i c i e n t s  f o r  
t h e  s a m p l e  a s  a  w h o l e .  T h e  o t h e r  c o l u m n s  g i v e  c o e f f i c i e n t s  f o r  e a c h  t y p e  o f  
d y a d ,  m a l e  o p e r a t o r s  w i t h  m a l e  c a l l e r s ,  m a l e  o p e r a t o r s  w i t h  f e m a l e  c a l l e r s  
a n d  s o  o n . t
A s  t h e  n u m b e r  o f  w o r d s  s p o k e n  b y  e a c h  p e r s o n  i s  l i k e l y  t o  c o r r e l a t e  s i m p l y  
b e c a u s e  t h e  c a l l s  w e r e  n o t  o f  f i x e d  l e n g t h ,  t h i s  v a r i a b l e  w a s  n o t  i n c l u d e d .
O n l y  o n e  o f  t h e s e  c o r r e l a t i o n s ,  u n s u c c e s s f u l  i n t e r r u p t i o n s ,  w a s  s i g n i f i c a n t  f o r  
t h e  t o t a l  s a m p l e .  I t  w a s  d e c i d e d ,  t h e r e f o r e ,  n o t  t o  t r e a t  s p e a k e r  a s  a  r e p e a t e d
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m e a s u r e .  A s  a  n u m b e r  o f  v a r i a b l e s  a r e  t o  b e  c o n s i d e r e d  s e p a r a t e l y  t h i s ,  m o r e  
c o n s e r v a t i v e ,  d e s i g n  w a s  f e l t  t o  b e  a p p r o p r i a t e .
T a b l e  3  C o r r e l a t i o n s  b e t w e e n  v a r i a b l e s  f o r  p a r t n e r s  i n  e a c h  d y a d .
Variable A ll OMCM OMCF OFCM OFCF
Assent words -.15 .09 -.27 -.04 -.33c
Total Interruptions .05 -.02 .00 .03 .08
Successful interruptions .08 -.11 -.06 -.11 .35b
Unsuccessful interruptions .35b .77a -.04 .17 .38b
Overlaps .00 -.03 -.09 .12 -.04
a pcO.OOl b  p<0.01 c p<0.05 
I l a  I n t e r a c t i o n  s p a c e
I t  w a s  e x p e c t e d  t h a t  o p e r a t o r s  w o u l d  s p e a k  m o r e  t h a n  c a l l e r s ,  w i t h  m a l e  
o p e r a t o r s  s p e a k i n g  m o r e  t h a n  f e m a l e  o p e r a t o r s  a n d  m a l e  c a l l e r s  s p e a k i n g  
m o r e  t h a n  f e m a l e  c a l l e r s .  H o w e v e r ,  a s  c a n  b e  s e e n  f r o m  t a b l e  4  b e l o w ,  n o  
s i g n i f i c a n t  e f f e c t s  w e r e  f o u n d  i n v o l v i n g  t h e  n u m b e r  o f  w o r d s  s p o k e n  b y  
e i t h e r  p a r t n e r .  A  s u m m a r y  o f  t h e  A N O V A  i s  p r e s e n t e d  i n  t a b l e  4  b e l o w .  
T h e r e  w a s ,  h o w e v e r ,  a  s i g n i f i c a n t  i n t e r a c t i o n  b e t w e e n  o p e r a t o r  s e x  a n d  c a l l e r  
s e x  ( F  ( 1 , 2 8 4 )  =  4 . 3 8 ,  p < 0 . 0 5 )  w i t h  s a m e  s e x  d y a d s  u s i n g  f e w e r  w o r d s  i n  t o t a l  
t h a n  m i x e d  s e x  d y a d s .
T a b l e  4  S u m m a r y  o f  A n a l y s i s  o f  V a r i a n c e  f o r  n u m b e r  o f  w o r d s  s p o k e n .
S u m  o f M e a n S i g
S o u r c e  o f  V a r i a t i o n S q u a r e s D F S q u a r e F o f F
Speaker 1081.658 1 1081.658 .883 ns
Operator sex 359.389 1 359.389 .293 ns
Caller sex 1153.248 1 1153.248 .942 ns
Speaker Operator sex 1076.965 1 1076.965 .879 re
Speaker Caller sex 577.717 1 577.717 .472 ns
Operator sex Caller sex 5358.545 1 5358.545 4.376 p<0.05
Speaker Op sex Caller sex 113.472 1 113.472 .093 ns
Residual 347780.955 284 1224.581
Total 357744.562 291 1229.363
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I t  m i g h t  b e  e x p e c t e d  t h a t  c a l l s  w o u l d  b e  s h o r t e r  i f  t h e  o p e r a t o r  t o o k  c o n t r o l  o f  
t h e  c o n v e r s a t i o n ,  a l l o w i n g  t h e  c a l l e r  l i t t l e  s a y  i n  t h e  p r o c e e d i n g s .  I n  t h i s  c a s e  
t h e  o p e r a t o r  s h o u l d  s p e a k  m o r e  r e l a t i v e  t o  t h e  c a l l e r .  A l t e r n a t i v e l y  t h e  
o p e r a t o r  c o u l d  b e  c o m p l e t e l y  r e a c t i v e ,  h a n d i n g  c o n t r o l  o f  t h e  c o n v e r s a t i o n  t o  
t h e  c a l l e r .  I n  t h a t  c a s e  t h e  o p e r a t o r  w o u l d  s p e a k  r e l a t i v e l y  l i t t l e .  I n  o n l y  o n e  
d y a d  t y p e ,  f e m a l e  -  f e m a l e ,  d i d  t h e  o p e r a t o r  s p e a k  a s  m u c h  a s  t h e  c a l l e r .  T h e  
d y a d  t y p e  w h e r e  t h e  o p e r a t o r  s p o k e  l e a s t  w a s  t h e  m a l e  -  m a l e  d y a d .  T h e  m o r e  
e f f i c i e n t  c a l l s ,  i n  t e r m s  o f  n e e d i n g  f e w e r  w o r d s  t o  r e a c h  c o m p l e t i o n ,  w e r e  
t h e r e f o r e  t h o s e  w h e r e  t h e  o p e r a t o r  t o o k  t h e  m o s t  o r  t h e  l e a s t  c o n t r o l .
T a b l e  5  M e a n s  a n d  s t a n d a r d  d e v i a t i o n s  f o r  t h e  n u m b e r  o f  w o r d s  s p o k e n  
i n  s a m e  a n d  m i x e d  s e x  d y a d s  w i t h  t h e  p e r c e n t a g e  o f  t o t a l  w o r d s  
s p o k e n  b y  t h e  o p e r a t o r .
Caller sex
Operator sex
Male Female
Mean 56.38 64.68
Male St dev 31.45 35.88
N 52 44
%byOp 45.80 47.50
Mean 62.90 52.90
Female St dev 44.00 26.30
N 90 106
% by Op 48.50 50.70
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Figure 2 Mean number of words spoken by operator and caller in calls
with each dyad type.
0  O p e r a t o r  
□  C a l l e r
O F  C F  O M C M  O F  C M  O M C F
D y a d  t y p e
c . n b  Use of supportive utterances
A s s e n t  t e r m s  w e r e  u s e d  i n  t h i s  s t u d y  a s  a  m e a s u r e  o f  s u p p o r t i v e n e s s ,  a n d  i t  
w a s  p r e d i c t e d  t h a t  c a l l e r s  w o u l d  u s e  m o r e  t h a n  o p e r a t o r s ,  a n d  f e m a l e  
o p e r a t o r s  a n d  c a l l e r s  w o u l d  u s e  m o r e  t h a n  t h e i r  m a l e  c o u n t e r p a r t s .  I t  w a s  
f o u n d  t h a t  o p e r a t o r s  u s e d  m o r e  a s s e n t  t e r m s  t h a n  d i d  c a l l e r ,  r e g a r d l e s s  o f  t h e  
s e x  c o m p o s i t i o n  o f  t h e  d y a d  ( F  ( 1 , 2 8 4 )  =  5 3 . 6 2 ,  p < 0 . 0 0 1 ) .  T h i s  f i n d i n g  r u n s  
c o n t r a r y  t o  t h e  p r e d i c t i o n ,  f r o m  L e e t - P e l l e g r i n i  ( 1 9 8 1 )  t h a t  e x p e r t s  u s e  f e w e r  
s u p p o r t i v e  u t t e r a n c e s  t h a n  n o n -  e x p e r t s .
A  s u m m a r y  o f  t h e  a n a l y s i s  o f  v a r i a n c e  i s  p r e s e n t e d  i n  t a b l e  6  b e l o w ,  w i t h  t h e  
m e a n s  a n d  s t a n d a r d  d e v i a t i o n s  f o r  o p e r a t o r s  a n d  c a l l e r s  s h o w n  i n  t a b l e  7 .
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Table 6 Summary of Analysis of Variance for percentage of assent words.
Source of Variation
Sum of 
Squares DF
Mean
Square F
Sig 
of F
Speaker 1198.219 1 1198.219 53.621 p<0.001
Operator sex 8.508 1 8.508 .381 ns
Caller sex 3.071 1 3.071 .137 ns
Speaker Op Sex 6.160 1 6.160 .276 ns
Speaker Caller sex .722 1 .722 .032 ns
Op Sex Caller sex 48.852 1 48.852 2.186 ns
Speaker Op sex Caller sex 30.014 1 30.014 1.343 ns
Residual 6346.342 284 22.346
Total 7641.532 291 26.260
Table 7 Mean and standard deviations for rate of assent term usage for 
operators and callers across dyad composition.
Operator Caller
OMCM Mean 11.00 5.58
St dev 6.20 2.78
N 26 26
OM CF Mean 8.60 5.22
St dev 5.26 3.92
N 22 22
OF CM Mean 9.54 6.07
St dev 3.90 5.30
N 45 45
OF CF Mean 10.26 6.09
St dev 4.98 4.59
N 53 53
Total sample Mean 9.92 5.86
St dev 4.97 4.45
N 146 146
He Interruptions
I n t e r r u p t i o n s  w e r e  p r e d i c t e d  t o  f o l l o w  t h e  s a m e  t r e n d s  a s  a m o u n t  o f  s p e e c h ,  
w i t h  o p e r a t o r s  u s i n g  m o r e  i n t e r r u p t i o n s  t h a n  c a l l e r s ,  a n d  m a l e s  u s i n g  m o r e  
i n t e r r u p t i o n s  t h a n  f e m a l e s  i n  b o t h  r o l e s .  I n  c o n s i d e r i n g  i n t e r r u p t i o n s  t h e  
r a t e  o f  t o t a l  i n t e r r u p t i o n s  u s e d  w a s  c o n s i d e r e d  f i r s t ,  w i t h  t h r e e  t y p e s  o f
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i n t e r r u p t i o n ,  s u c c e s s f u l ,  u n s u c c e s s f u l  a n d  o v e r l a p s  b e i n g  c o n s i d e r e d  
s e p a r a t e l y  i n  l a t e r  s e c t i o n s .
T a b l e  8  g i v e s  a  s u m m a r y  o f  s p e a k e r  s w i t c h e s  b r o k e n  d o w n  b y  r o l e  a n d  s e x .  
T h i s  t a b l e  s h o w s  b o t h  t h e  f r e q u e n c y  a n d  r a t e  o f  i n t e r r u p t i o n s .  S i n c e  t h e  c a l l s  
c o u l d  b e  o f  v a r y i n g  l e n g t h s  t h e  f r e q u e n c y  o f  i n t e r r u p t i o n s  i s  r e p o r t e d  f o r  
i n f o r m a t i o n  o n l y .
Table 8 Summary of speaker switches by role and sex.
Total Smooth Interruptions Interr as % N
Tot Mean Tot Mean Tot Mean Mean
OtoC 1166 7.99 1033 7.08 133 .91 10.41 146
CtoO 1201 8.23 1063 7.28 138 .95 10.55 146
OM to CM 199 7.65 182 7.00 17 .65 8.29 26
OM to CF 196 8.91 172 7.82 24 1.09 10.1 22
OF to CM 369 8.20 330 7.33 39 .87 8.05 45
OF to CF 402 7.58 349 6.58 53 1.00 13.57 53
CM to OM 208 8.00 188 7.23 20 .77 7.61 26
CM to OF 377 8.38 334 7.42 43 .96 9.41 45
CF to OM 198 9.00 169 7.68 29 1.32 14.76 22
CF to OF 418 7.89 372 7.02 46 .87 11.20 53
Note: O - Operator, C - Caller, M - Male, F - Female
I n  t h e  a n a l y s i s  o f  v a r i a n c e  a  s i g n i f i c a n t  e f f e c t  f o r  c a l l e r  s e x  w a s  f o u n d  ( F  ( 1 , 2 8 4 )  
=  7 . 1 5 ,  p < 0 , 0 1 )  w i t h  f e m a l e  c a l l e r s  u s i n g  m o r e  i n t e r r u p t i o n s  t h a n  m a l e  c a l l e r s  
a n d  b e i n g  i n t e r r u p t e d  m o r e  t h e m s e l v e s .  A  s u m m a r y  o f  t h e  a n a l y s i s  o f  
v a r i a n c e  i s  p r e s e n t e d  i n  t a b l e  9  b e l o w .
86
Chapter 6
Table 9 Summary of Analysis of Variance for rate of interruptions.
Sum of Mean Sig
Source of Variation Squares DF Square F of F
Speaker 1.391 1 1.391 .009 ns
Op sex 9.382 1 9.382 .060 .ns
Caller sex 1118.568 1 1118.568 7.147 p<0.01
Speaker Op sex 89.709 1 89.709 .573 ns
Speaker Caller sex 10.240 1 10.240 .065 ns
Op sex Caller sex 10.780 1 10.780 .069 ns
Speaker Op sex Caller sex 328.065 1 328.065 2.096 ns
Residual 44446.506 284 156.502
Total 46042.773 291 158.223
Table 10 Means and standard deviations for the use of interruptions with 
male and female callers.
Interrupter
Caller sex
Operator Caller
Mean 8.14 8.75
Male St dev 11.67 11.72
N 71 71
Mean 12.56 12.24
Female St dev 14.60 11.61
N 75 75
I t  s h o u l d  b e  n o t e d  t h a t  t h e  s t a n d a r d  d e v i a t i o n s  f o r  t h e  r a t e  o f  o c c u r r e n c e  o f  
i n t e r r u p t i o n s  a r e  h i g h ,  i n d i c a t i n g  a  b r o a d  r a n g e  f o r  t h e  u s e  o f  i n t e r r u p t i o n s  
a c r o s s  d y a d s .
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Figure 3 Rate of interruptions made by operators and callers in dyads
with male and female callers.
1 5 - /
k
g j  O p e r a t o r  
□  C a l l e r
M a l e F e m a l e
C a l l e r  s e x
T h e r e  w a s  n o  s t a t i s t i c a l l y  s i g n i f i c a n t  s e x  d i f f e r e n c e  f o r  o p e r a t o r s ,  i n d i c a t i n g  
t h a t  m a l e  a n d  f e m a l e  o p e r a t o r  d o  n o  d i f f e r  i n  e i t h e r  t h e i r  u s e  o f  i n t e r r u p t i o n s  
o r  i n  t h e  e x t e n t  t o  w h i c h  t h e y  a r e  i n t e r r u p t e d .
T o t a l  i n t e r r u p t i o n s  w e r e  t h e n  b r o k e n  d o w n  i n t o  s u c c e s s f u l  a n d  u n s u c c e s s f u l  
i n t e r r u p t i o n s ,  s i l e n t  i n t e r r u p t i o n s  a n d  o v e r l a p s .  T a b l e  1 1  s h o w s  a  s u m m a r y  
o f  t h e  t y p e s  o f  i n t e r r u p t i o n  b r o k e n  d o w n  b y  r o l e  a n d  s e x .  O v e r l a p s  w e r e  t h e  
m o s t  c o m m o n  t y p e  o f  i n t e r r u p t i o n  f o u n d  a n d  s i l e n t  i n t e r r u p t i o n s  t h e  l e a s t  
c o m m o n .  B e c a u s e  t h e r e  w e r e  s o  f e w  s i l e n t  i n t e r r u p t i o n s  i t  w a s  d e c i d e d  t h a t  
t h e s e  w o u l d  n o t  b e  i n c l u d e d  i n  t h e  a n a l y s i s .
T h e  r e m a i n i n g  t h r e e  t y p e s  o f  i n t e r r u p t i o n s  w e r e  c o n s i d e r e d  s e p a r a t e l y .  
O v e r l a p s  h a v e  b e e n  f o u n d  t o  b e  l i n k e d  w i t h  d o m i n a n c e  b y  F e r g u s o n  ( 1 9 7 7 ) .  
B e a t t i e  ( 1 9 8 1 ) ,  i n  c o n t r a s t ,  f o u n d  s i m p l e  ( s u c c e s s f u l )  i n t e r r u p t i o n s  t o  b e  l i n k e d  
w i t h  s t r a i g h t f o r w a r d  a t t e m p t s  t o  g a i n  t h e  f l o o r  i n  a  c o m p e t i t i v e  s i t u a t i o n .  I n  
u n s u c c e s s f u l  ( b u t t i n g - i n )  i n t e r r u p t i o n s ,  a  s p e a k e r  s w i t c h  i s  n o t  a c h i e v e d  b y  
t h e  i n t e r r u p t e e ,  s u g g e s t i n g  t h a t  t h e  s p e a k e r  i s  u n w i l l i n g  t o  a c q u i e s c e .
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Table 11 Summary of interruption types by role and sex, showing the rate 
of occurrence of each interruption type.
T r a n s i t i o n O v e r l a p S i m p l e S i l e n t B u t t i n g  - i n
OtoC 4.20 3.07 0.43 2.70
CtoO 5.27 3.26 0.43 1.58
CF to OF 5.39 2.97 0.21 2.63
CM to OF 4.87 3.08 0.59 0.87
CM to OM 4.11 2.65 0 . 0 0 0.85
CF to OM 7.16 5.08 1.16 1.36
OF to CF 5.52 4.15 0.58 3.02
OF to CM 4.10 1.99 0.10 1.86
OMtoCM 2.83 1.89 0.55 3.02
OM to CF 2.14 4.09 0.57 3.30
He Interruptions: Successful interruptions.
S i m p l e  i n t e r r u p t i o n s ,  i n v o l v i n g  s i m u l t a n e o u s  s p e e c h  a n d  a  s p e a k e r  s w i t c h  
b e f o r e  t h e  i n i t i a l  s p e a k e r  c o m p l e t e s  h i s  o r  h e r  u t t e r a n c e ,  a r e  t h e  m o s t  
a p p a r e n t l y  d o m i n a n t  o f  t h e  i n t e r r u p t i o n s  t y p e s .  T h e  h y p o t h e s i s  w a s  t h a t  
m a l e s  a n d  o p e r a t o r s  w o u l d  u s e  m o s t  s u c c e s s f u l  i n t e r r u p t i o n s .
T h e  s a m e  e f f e c t  f o r  c a l l e r  s e x  w a s  f o u n d  f o r  s u c c e s s f u l  i n t e r r u p t i o n s  a s  w a s  
f o u n d  f o r  i n t e r r u p t i o n s  i n  t o t a l ,  a l t h o u g h  t h e  e f f e c t  w a s  m u c h  w e a k e r  
( F ( l , 2 8 4 )  =  2 . 7 6 ,  p < 0 . 1 ) .  N o  o t h e r  m a i n  e f f e c t s  o r  i n t e r a c t i o n s  r e a c h  e v e n  t h i s  
l o w  s i g n i f i c a n c e  l e v e l .
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Table 12 Summary of Analysis of Variance for rate of successful
i n t e r r u p t i o n s .
S u m  o f
S o u r c e  o f  V a r i a t i o n  S q u a r e s
Speaker 2.637
Op sex 8.313
Caller sex 152.793
Speaker Op sex 12.381
Speaker Caller sex 38.090
Op sex Caller sex 26.593
Speaker Op sex Caller sex 24.884
Residual 15749.710
Total 16014.509
M e a n S i g
D F S q u a r e F o f  F
1 2.637 .048 ns
l 8.313 .150 ns
1 152.793 2.755 p<0.1
1 12.381 .223 ns
1 38.090 .687 ns
1 26.593 .480 ns
1 24.884 .449 ns
284 55.457
291 55.033
T a b l e  1 3  M e a n s  a n d  s t a n d a r d  d e v i a t i o n s  f o r  t h e  u s e  o f  s u c c e s s f u l  
i n t e r r u p t i o n s  w i t h  m a l e  a n d  f e m a l e  c a l l e r s .
Caller sex
Interrupter
Operator Caller
Mean 1.95 2.92
Male St dev 5.05 7.59
N 71 71
Mean 4.13 3.59
Female St dev 8.99 7.37
N 75 75
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Figure 4 Successful interruptions made by operators and callers in dyads
with male and female callers.
2ao
'S3< +
O p e r a t o r  
□  C a l l e r
C a lle r sex
He Interruptions: Unsuccessful interruptions.
U n s u c c e s s f u l ,  o r  b u t t i n g - i n ,  i n t e r r u p t i o n s  i n d i c a t e  t h a t  t h e  i n t e r r u p t e r  
a t t e m p t e d  t o  g a i n  t h e  f l o o r  b u t  f a i l e d  t o  d o  s o .  I f  o n e  p e r s o n  i n  a  d y a d  t e n d e d  
t o  u s e  s u c c e s s f u l  i n t e r r u p t i o n s ,  w h i l e  t h e i r  p a r t n e r  t e n d e d  t o w a r d  
u n s u c c e s s f u l  i n t e r r u p t i o n s ,  t h i s  w o u l d  i n d i c a t e  a  c l e a r  d o m i n a n c e  o n  t h e  p a r t  
o f  t h e  m o r e  s u c c e s s f u l  p a r t n e r .  I n  t h e  p r e s e n t  s t u d y ,  h o w e v e r ,  t h e  s a m e  
p a t t e r n  w a s  f o u n d  f o r  u n s u c c e s s f u l  a s  f o r  s u c c e s s f u l  i n t e r r u p t i o n s  ( F ( l , 2 8 4 )  =  
2 . 7 5 ,  p < 0 . 1 ) .  I n  a d d i t i o n  t h e  f a c t o r  s p e a k e r  t e n d e d  t o w a r d s  s i g n i f i c a n c e ( F ( l , 2 8 4 )  
-  2 . 8 5 ,  p < 0 . 1 ) .
A l t h o u g h  t h e s e  e f f e c t s  a r e  s i g n i f i c a n t  o n l y  a t  t h e  0 . 1  l e v e l  t h e y  a r e  w o r t h y  o f  
c o n s i d e r a t i o n  a s  t h e  c a l l e r  s e x  e f f e c t  f o r m s  p a r t  o f  a  p a t t e r n  a n d  b e c a u s e  t h e  
d e s i g n  c h o s e n  f o r  t h e  a n a l y s i s  i s  c o n s e r v a t i v e  w i t h  r e g a r d  t o  e f f e c t  f o r  s p e a k e r .
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T a b l e  1 4  S u m m a r y  o f  A n a l y s i s  o f  V a r i a n c e  f o r  r a t e  o f  u n s u c c e s s f u l  
i n t e r r u p t i o n s .
S u m  o f M e a n S i g
S o u r c e  o f  V a r i a t i o n S q u a r e s D F S q u a r e F o f  F
Speaker 92.614 1 92.614 2.850 p<0.1
Op sex .197 1 .197 .006 ns
Caller sex 89.451 1 89.451 2.753 p<0.1
Speaker Op sex 29.374 1 29.374 .904 ns
Speaker Caller sex 4.067 1 4.067 .125 re
Op sex Caller sex 18.204 1 18.204 .560 ns
Speaker Op sex Caller sex .570 1 .570 .018 ns
Residual 9227.803 284 32.492
Total 9464.075 291 32.523
T a b l e  1 5  M e a n s  a n d  s t a n d a r d  d e v i a t i o n s  f o r  t h e  u s e  o f  u n s u c c e s s f u l  
i n t e r r u p t i o n s  w i t h  m a l e  a n d  f e m a l e  c a l l e r s .
Caller sex
Interrupter
Operator Caller
Mean 2.28 0.86
Male St dev 6.57 3.04
N 71 71
Mean 3.10 2.26
Female St dev 6.84 5.38
N 75 75
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Figure 5 Unsuccessful interruptions made by operator and caller in dyads
with male and female callers.
4
g  O p e r a t o r  
□  C a l l e r
M a l e F e m a l e
C a l l e r  s e x
O p e r a t o r s  t e n d e d  t o  u s e  m o r e  u n s u c c e s s f u l  i n t e r r u p t i o n s ,  p e r h a p s  i n d i c a t i n g  
a c q u i e s c e n c e  o n  t h e i r  p a r t .  O n c e  a g a i n  f e m a l e  c a l l e r s  i n t e r r u p t  a n d  a r e  
i n t e r r u p t e d  m o r e  t h a n  m a l e  c a l l e r s .
lie Interruptions: Overlaps
O v e r l a p s  w e r e  t h e  o n l y  i n t e r r u p t i o n  t y p e  f o u n d  b y  F e r g u s o n  ( 1 9 7 7 )  t o  b e  
l i n k e d  t o  s e l f - r a t e d  d o m i n a n c e .  I t  w o u l d  t h e r e f o r e  b e  e x p e c t e d  t h a t  m e n  a n d  
o p e r a t o r s  w o u l d  u s e  a  h i g h e r  p e r c e n t a g e  o f  t h i s  t y p e  o f  i n t e r r u p t i o n .
N o  s i g n i f i c a n t  e f f e c t s  w e r e  f o u n d  f o r  o v e r l a p s ,  i n d i c a t i n g  t h a t  t h e i r  u s e  i s  n o t  
l i n k e d  t o  e i t h e r  r o l e  o r  s e x .  T h i s  s u g g e s t s  t h a t  i n  t h e  c a s e  o f  t h e s e  c a l l s  
o v e r l a p s  m a y  b e  p r i m a r i l y  d u e  t o  t i m i n g  d y s f u n c t i o n s  r a t h e r  t h a n  t o  a n y  
a t t e m p t  a t  i n t e r r u p t i o n .
T h e  p a t t e r n  o f  f e m a l e  c a l l e r s  b e i n g  i n v o l v e d  i n  m o r e  i n t e r r u p t i o n s  i s  n o t  
r e p e a t e d  w i t h  o v e r l a p s .  T h e r e f o r e ,  t h i s  e f f e c t  i s  t h e  r e s u l t  o f  i n c r e a s e d  
s u c c e s s f u l  a n d  u n s u c c e s s f u l  i n t e r r u p t i o n s  o n l y .
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T a b l e  1 6  S u m m a r y  o f  A n a l y s i s  o f  V a r i a n c e  f o r  r a t e  o f  u n s u c c e s s f u l  
i n t e r r u p t i o n s .
S u m  o f M e a n S i g
S o u r c e  o f  V a r i a t i o n S q u a r e s D F S q u a r e F o f  F
Speaker 83.133 1 83.133 1.134 ns
Op sex 62.417 1 62.417 .851 IIS
Caller sex 94.074 1 94.074 1.283 ns
Speaker Op sex 135.665 1 135.665 1.851 ns
Speaker Caller sex 3.390 1 3.390 .046 ns
Op sex Caller sex .056 1 .056 . 0 0 1 ns
Speaker Op sex Caller sex 97.325 1 97.325 1.328 ns
Residual 20819.853 284 73.309
Total 21306.308 291 73.218
S u m m a r y  o f  r e s u l t s
T h e  f o l l o w i n g  t a b l e  s u m m a r i s e s  t h e  r e s u l t s  o f  t h e  a n a l y s e s  o f  v a r i a n c e ,  g i v i n g  
t h e  d e v i a t i o n  f r o m  t h e  m e a n  f o r  e a c h  m a i n  e f f e c t  f o r  e a c h  v a r i a b l e  f o r  w h i c h  
s i g n i f i c a n t  e f f e c t s  w e r e  f o u n d .
T a b l e  1 7  D e v i a t i o n s  f r o m  t h e  g r a n d  m e a n  o n  e a c h  v a r i a b l e  f o r  t h e  t h r e e  
f a c t o r s :  s p e a k e r ,  o p e r a t o r  s e x  a n d  c a l l e r  s e x .
Speaker Operator sex Caller sex
Grand mean O C M F M F
No words 58.38 -1.93 1.92 1.81 -0.09 2.13 -2.03
Assent words 7.89 2.03a -2.03a -0.23 0.11 0.09 -0.09
Interruptions 10.48 -0.07 0.07 -0.47 0.23 -2.03b 1.98b
Successful Inter. 3.17 -0.10 0.10 0.16 -0.08 -0.73c 0.69c
Unsuccessful Inter. 2.14 0.56c -0.56c -0.02 0.01 -0.57c 0.54c
a pcO.OOl b p<0.01 c p<0.1
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D I S C U S S I O N
T h i s  s t u d y  s e t  o u t  t o  e x a m i n e  o n e  a s p e c t  o f  c o n t r o l ,  t h a t  i s ,  t u r n  m a n a g e m e n t ,  
a n d  t o  l o o k  i n  p a r t i c u l a r  a t  t w o  i s s u e :  s e x  r e l a t e d  a n d  t a s k  r e l a t e d  d o m i n a n c e .  
W h i l e  t u r n  m a n a g e m e n t  r e f e r s  t o  h o w  i n t e r a c t a n t s  o r g a n i s e  t a k i n g  t u r n s  a t  
t a l k i n g .  A s  w a s  d i s c u s s e d  i n  C h a p t e r  2  a n d  b r i e f l y  s u m m a r i s e d  a b o v e ,  t h i s  
o r g a n i s a t i o n  o f  w h o  s p e a k s  w h e n  a n d  h o w  t h e  f l o o r  i s  g a i n e d  h a s  b e e n  l i n k e d  
t o  m a l e  d o m i n a n c e .  D i f f e r e n c e s  i n  t u r n  m a n a g e m e n t  s t y l e s  b e t w e e n  m e n  
a n d  w o m e n  w e r e  t h e r e f o r e  e x a m i n e d .
T h e  s t a t u s  o f  i n t e r a c t a n t s  h a s  a l s o  b e e n  r e l a t e d  t o  t h e  u s e  o f  m o r e  d o m i n a n t  
t u r n  m a n a g e m e n t  s t y l e s  w i t h  t h e  h i g h e r  s t a t u s  p e r s o n  h a v i n g  m o r e  a c c e s s  t o  
t h e  f l o o r .  I n  t h e s e  c o n v e r s a t i o n s  t h e  m a i n  d i f f e r e n c e  i n  s t a t u s  w a s  t h a t  
b e t w e e n  o p e r a t o r  a n d  c a l l e r  a n d  w a s ,  t h e r e f o r e ,  r o l e  b a s e d .  T a s k  r e l a t e d  
d o m i n a n c e ,  t h a t  i s  c o n t r o l  o v e r  t h e  c o n v e r s a t i o n  i n  t h e  i n t e r e s t s  o f  
c o m p l e t i n g  t h e  c o n v e r s a t i o n  e f f e c t i v e l y  w a s  e x a m i n e d  t h r o u g h  d i f f e r e n c e s  
b e t w e e n  o p e r a t o r s '  a n d  c a l l e r s '  s p e e c h  s t y l e s .
T h r e e  a s p e c t s  o f  t u r n  m a n a g e m e n t  w e r e  e x a m i n e d  h e r e ,  t h e  d i s t r i b u t i o n  o f  
s p e e c h ,  t h e  u s e  o f  i n t e r r u p t i o n s  a n d  t h e  u s e  o f  a s s e n t  t e r m s .  O f  t h e s e  t h e  f i r s t  
t w o  w e r e  t a k e n  t o  b e  m e a s u r e s  o f  d o m i n a n c e .  B o t h  d e a l t  w i t h  a c c e s s  t o  t h e  
' f l o o r ' ,  t h e  f i r s t  d e a l i n g  w i t h  t h e  d i s t r i b u t i o n  o f  s p e e c h  a n d  t h e  s e c o n d  w i t h  
g a i n i n g  t h e  f l o o r  w i t h o u t  w a i t i n g  f o r  a  p a r t n e r  t o  c o m p l e t e  t h e i r  u t t e r a n c e .  
A s s e n t  t e r m s  a r e  c o n s i d e r e d  t o  b e  s u p p o r t i v e  a s  o p p o s e d  t o  d o m i n a n t ,  a s  t h e y  
e x p r e s s  a g r e e m e n t  w i t h  a n d  s u p p o r t  f o r  t h e  r e c i p i e n t .  I t  w a s  e x p e c t e d  t h a t  t h e  
d o m i n a n t  m e a s u r e  w o u l d  b e  u s e d  m o r e  b y  m e n  a n d  b y  o p e r a t o r s ,  w h i l e  t h e  
s u p p o r t i v e  m e a s u r e  w o u l d  b e  u s e d  m o r e  b y  w o m e n  a n d  c a l l e r s .
T h e  f i r s t  m e a s u r e  t o  b e  c o n s i d e r e d  w a s  t h e  d i s t r i b u t i o n  o f  i n t e r a c t i o n s  s p a c e ,  
m e a s u r e  b y  t h e  n u m b e r  o f  w o r d s  s p o k e n  b y  e a c h  p e r s o n  i n  t h e  d y a d .  T h e  
n u m b e r  o f  w o r d s  s p o k e n  b y  o p e r a t o r  a n d  c a l l e r  a r e  e q u a l ,  s u g g e s t i n g  n o  
a t t e m p t  a t  d o m i n a n c e  o f  t h e  f l o o r  o n  e i t h e r  s i d e .  I n  f a c t ,  f o r  f u n c t i o n a l ,  t i m e  
d e p e n d e n t  c a l l s  s u c h  a s  t h e s e ,  l o g i c  w o u l d  s u g g e s t  t h a t  t h e  o p e r a t o r  s h o u l d  
s p e a k  l e s s  t h a n  t h e  c a l l e r .  I n  v e r y  e f f i c i e n t ,  s h o r t ,  c a l l s  t h i s  i s  o f t e n  t h e  c a s e .
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Operator F i r e  B r i g a d e
Caller I t ' s  R a d i o  T a x i s  h e r e  d e a r  2 7 2 3 0 3 0
Operator Y e s
Caller O n e  o f  o u r  m o b i l e s  r e p o r t e d  a  c a r  o n  f i r e
Operator Y e s
Caller T h e  c o r n e r  o f  R e g e n t ' s  s t r e e t
Operator Y e s
Caller a n d  C a r l t o n  S t r e e t  C A R L T O N
Operator Y e s
Caller S o u t h  w e s t  o n e
Operator I  s e e
Caller O K  d e a r
Operator O K  t h a n k s  v e r y  m u c h
Caller A n d  f o r  y o u r  i n f o r m a t i o n  i t ' s  t h e  l o w e r  p a r t  o f  R e g e n t ’ s  S t r e e t
Operator T h a n k  y o u  v e r y  m u c h  O K  b y e
Caller b y e
I f  t h e  c a l l e r  k n o w s  w h a t  i n f o r m a t i o n  i s  r e q u i r e d  t h e y  c a n  s i m p l y  g i v e  t h i s ,  
i t e m  b y  i t e m  a n d  t h e  o p e r a t o r  a c k n o w l e d g e s  r e c e i p t  o f  e a c h  i t e m .  I n  t h e  
e x a m p l e  g i v e n  t h e  c a l l e r  i s ,  i n  f a c t ,  a n o t h e r  o p e r a t o r ,  f a m i l i a r  w i t h  t h e  
r o u t i n e  o f  c o n v e y i n g  i n f o r m a t i o n  o v e r  a  t e l e p h o n e  l i n e .  T h i s  m e a n s  t h a t  t h e  
9 9 9  o p e r a t o r  c a n  r e l y  o n  i n f o r m a t i o n  b e i n g  o f f e r e d  i n  c l e a r  a n d  o r d e r l y  
m a n n e r .  T h e  e v e n  d i s t r i b u t i o n  o f  s p e e c h  i n  9 9 9  c a l l s  i n  g e n e r a l  p o i n t s  t o  t h e  
l a c k  o f  s u c h  k n o w l e d g e  a n d  s k i l l  a m o n g  t h e  g e n e r a l  p u b l i c .  T h i s  a l s o  p o i n t s  
t o  t h e  f a c t  t h a t ,  w h i l e  t h e  c a l l e r  i s  t h e  i n f o r m a n t ,  a c t u a l l y  t r a n s f e r r i n g  t h i s  
i n f o r m a t i o n  r e q u i r e s  a  g o o d  d e a l  o f  w o r k  o n  t h e  p a r t  o f  t h e  o p e r a t o r ,  b e y o n d  
s i m p l y  c o n t r o l l i n g  t h e  d y n a m i c s  o f  w h o  s p e a k s  w h e n .
U n l i k e  t h e  f i n d i n g s  o f  L e e t - P e l l e g r i n i  t h e r e  w a s  n o  e v i d e n c e  o f  a  p o w e r  e f f e c t ,  
e i t h e r  b e t w e e n  o p e r a t o r s  a n d  c a l l e r s  o r  b e t w e e n  m e n  a n d  w o m e n .  L e e t -  
P e l l e g r i n i  s u g g e s t s  t h a t  t h e  g r e a t e r  t h e  a s s y m e t r y  i n  d y a d s ,  f o r  e x a m p l e  i n  
m i x e d  s e x  d y a d s  w i t h  o n e  e x p e r t ,  t h e  m o r e  t h e  r e l a t i o n s h i p  w i l l  b e  b a s e d  o n  
p o w e r .  I n  t h e s e  c a l l s  h o w e v e r ,  m i x e d  s e x  d y a d s  h a v e  l o n g e r  i n t e r a c t i o n s  a n d  
i n  b o t h  t y p e s  o f  d y a d  t h e  c a l l e r  s p e a k s  m o r e  t h a n  t h e  o p e r a t o r .  T h i s  d o e s  n o t  
s u g g e s t  a  s i t u a t i o n  w h e r e  t h e  o p e r a t o r  t a k e s  c h a r g e  o f  t h e  i n t e r a c t i o n  o n  t h e  
b a s i s  o f  p o w e r .  T h i s  m a y  b e  b e c a u s e  t h e  o p e r a t o r  h a s  n o  l e g i t i m a t e  b a s i s  f o r  
p o w e r  o r  t h e  d i s p l a y  o f  r e l a t i o n s h i p  d o m i n a n c e .  T h i s  c o u l d  b e  b e c a u s e  t h e
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c a l l e r  s e e s  t h e  r o l e  o f  t h e  o p e r a t o r  a s  t h a t  o f  o f f e r i n g  a  s e r v i c e  o r  b e c a u s e  n o  
r e l a t i o n s h i p  e x i s t s  b e t w e e n  c a l l e r  a n d  o p e r a t o r .
F u r t h e r  e v i d e n c e  t h a t  o p e r a t o r s  a r e  n o t  d o m i n a n t  i n  t h e  c o n v e r s a t i o n  i s  
g i v e n  b y  t h e  f i n d i n g  t h a t  o p e r a t o r s  u s e  m o r e  a s s e n t  w o r d s  t h a n  c a l l e r s  
r e g a r d l e s s  o f  s e x  a n d  i n c i d e n t  t y p e ,  w i t h  9 . 9 2 %  o f  o p e r a t o r s '  w o r d s  b e i n g  
a s s e n t  w o r d s  c o m p a r e d  t o  5 . 8 6 %  o f  t h e  c a l l e r s ' .  L e e t - P e l l e g r i n i  ( 1 9 8 0 )  f o u n d  
t h a t  t h e  l e s s  p o w e r f u l  m e m b e r  o f  h e r  d y a d s  u s e d  m o r e  a s s e n t  t e r m s ,  e x c e p t  
f o r  f e m a l e  e x p e r t s ,  w h o  u s e d  m o r e  a s s e n t  t e r m s  t h a n  m a l e  n o n - e x p e r t s .  I n  
t h i s  s t u d y  t h e  u s e  o f  a s s e n t  t e r m s  i s  n o t  r e l a t e d  t o  s e x  a n d  s e e m s  t o  b e  r o l e  
d e t e r m i n e d .  T h e  u s e  o f  a s s e n t  w o r d s  a p p e a r s  t o  b e  f u n d a m e n t a l  t o  o p e r a t o r  
s t y l e . S i n c e ,  a s  t h e r e  i s  n o  r e l a t i o n s h i p  b e t w e e n  t h e  u s e  o f  a s s e n t  w o r d s  b y  t h e  
t w o  p a r t i e s ,  i t  d o e s  n o t  a p p e a r  t o  b e  i n f l u e n c e d  b y  t h e  b e h a v i o u r  o f  t h e  c a l l e r , .  
T h e  o p e r a t o r  t h e r e f o r e  u s e s  s u p p o r t i v e  u t t e r a n c e s  w h e t h e r  o r  n o t  t h i s  i s  
r e c i p r o c a t e d  b y  t h e  c a l l e r .  T h i s  u s e  o f  w o r d s  s u c h  a s  " y e s " ,  " m m - h m m "  a n d  
s o  o n  c a n  b e  s e e n  t o  s t e m  f r o m  t h e  o p e r a t o r ' s  t a s k  a s  i n f o r m a t i o n  g a t h e r e r .  
W h i l e  t h e  o p e r a t o r  m a y  o f t e n  r e p e a t  i n f o r m a t i o n  b a c k  t o  t h e  c a l l e r  f o r  
a c c e p t a n c e  o r  r e j e c t i o n  i t  i s  t h e  o p e r a t o r  w h o  m o s t  o f t e n  m u s t  a c k n o w l e d g e  
t h e  r e c e i p t  o f  i n f o r m a t i o n .  U s e d  i n  t h i s  m a n n e r  a s s e n t  w o r d s  c a n  h a v e  t h r e e  
t a s k s :  t o  a c k n o w l e d g e  t h e  c a l l e r ' s  s p e e c h ,  t o  s i g n a l  t h a t  t h a t  i n f o r m a t i o n  h a s  
n o w  b e e n  d e a l t  w i t h  a n d  t h e  t o p i c  s h o u l d  c h a n g e  ( J e f f e r s o n ,  1 9 7 2 )  a n d ,  f i n a l l y ,  
t o  o f f e r  e m o t i o n a l  s u p p o r t .  T h e r e f o r e  t h e s e  u t t e r a n c e s  c a n  b e  b o t h  s u p p o r t i v e  
a n d  c o n t r o l l i n g  a t  t h e  s a m e  t i m e .
M a l e  a n d  f e m a l e  o p e r a t o r s  d i d  n o t  d i f f e r  i n  t h e i r  u s e  o f  i n t e r r u p t i o n s ,  b u t  
b o t h  o p e r a t o r  a n d  c a l l e r  i n t e r r u p t e d  m o r e  w h e n  t h e  c a l l e r  w a s  a  w o m a n .
T h i s  w a s  t r u e  f o r  b o t h  s u c c e s s f u l  a n d  u n s u c c e s s f u l  i n t e r r u p t i o n s ,  b u t  n o t  f o r  
o v e r l a p s  w h e r e  t h e r e  w e r e  n o  r o l e  o r  s e x  d i f f e r e n c e s .  I n  o t h e r  w o r d s ,  t h e r e  i s  
n o  s e x  d i f f e r e n c e  a p p a r e n t  f o r  t h e  p r o f e s s i o n a l s ,  b u t  t h e r e  i s  a  s e x  d i f f e r e n c e  
f o r  c a l l e r s .  T h i s  f i n d i n g  s u g g e s t s  t h a t  o p e r a t o r s  m a y  h a v e  a  m o r e  
h o m o g e n e o u s  s t y l e ,  p e r h a p s  b e c a u s e  f o r  t h e m  t e l e p h o n e  c o n v e r s a t i o n s  a r e  a  
m a t t e r  o f  r o u t i n e  a n d  a  p r a c t i c a l  a s p e c t  o f  t h e i r  w o r k .  T h i s  w o u l d  s u g g e s t  
t h a t ,  a l t h o u g h  t h e  o p e r a t o r s  h a v e  n o  t r a i n i n g  i n  c o n v e r s a t i o n a l  s k i l l s  t h e y
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n e v e r t h e l e s s  a d o p t  a  r o l e - b a s e d  s p e e c h  s t y l e .  F u r t h e r  a s p e c t s  o f  t h i s  s t y l e  w i l l  
b e  e x a m i n e d  i n  l a t e r  c h a p t e r s .
T h e  t w o  n o t i c e a b l e  f e a t u r e s  o f  o p e r a t o r  s t y l e  t h e n  a r e  t h e  u s e  o f  a s s e n t  t e r m s ,  
g e n e r a l l y  c o n s i d e r e d  t o  b e  s u p p o r t i v e ,  a n d  t h a t  t h e y  s p e a k  a s  m u c h  a s  t h e  
c a l l e r .  I f  a s s e n t  t e r m s  w e r e  b e i n g  u s e d  i n  a n  e n c o u r a g i n g  w a y  t h i s  w o u l d  
i n d i c a t e  t h a t  t h e  o p e r a t o r  w a s  l i s t e n i n g ,  r a t h e r  t h a n  t h a t  o n e  p a r t i c u l a r  p i e c e  
o f  i n f o r m a t i o n  h a d  b e e n  r e c e i v e d .  T h i s  u s e  o f  a s s e n t  t e r m s  s h o u l d ,  h o w e v e r ,  
e n c o u r a g e  t h e  c a l l e r  t o  s p e a k  m o r e  a n d  t h i s  i s  n o t  t h e  w h a t  h a p p e n s .  I t  i s  
s u g g e s t e d ,  t h e r e f o r e ,  t h a t  t h e  o p e r a t o r s '  u s e  o f  t h e s e  w o r d s  a n d  p h r a s e s  m a y  
a l s o  h a v e  a  f u n c t i o n  r e l a t e d  m o r e  s p e c i f i c a l l y  t o  t h e  t a s k  o f  i n f o r m a t i o n  
g a t h e r i n g ,  t o  i n d i c a t e d  a  c h a n g e  o f  t o p i c .  T h i s  u s e  o f  a s s e n t  t e r m s  w i l l  b e  d e a l t  
w i t h  i n  t h e  n e x t  c h a p t e r .
A  f u r t h e r  f e a t u r e  o f  o p e r a t o r  s t y l e  i s  t h e  l a c k  o f  s e x  d i f f e r e n c e  i n  t h e i r  u s e  o f  
i n t e r r u p t i o n s .  T h i s  w o u l d  n o t  b e  r e m a r k a b l e  w e r e  i t  n o t  f o r  t h e  f a c t  t h a t  
t h e r e  i s  a  s e x  d i f f e r e n c e  f o r  c a l l e r s ,  r e l a t i n g  t o  b o t h  o p e r a t o r s '  a n d  c a l l e r s '  u s e  
o f  i n t e r r u p t i o n s .  F r o m  t a b l e  3  a b o v e  i t  c a n  b e  s e e n  t h a t  w h i l e  t h e  o p e r a t o r  
a n d  c a l l e r ' s  r a t e  o f  b o t h  s u c c e s s f u l  a n d  u n s u c c e s s f u l  i n t e r r u p t i o n s  w e r e  
c o r r e l a t e d  f o r  t h e  f e m a l e - f e m a l e  d y a d s  t h i s  w a s  n o t  t h e  c a s e  f o r  t h e  m a l e  -  
f e m a l e  d y a d s .  T h e r e f o r e  m a l e  o p e r a t o r s  a r e  n o t  s i m p l y  r e s p o n d i n g  t o  a  
h i g h e r  r a t e  o f  c a l l e r  i n t e r r u p t i o n s ,  t h o u g h  t h i s  m a y  b e  t h e  c a s e  f o r  f e m a l e  
o p e r a t o r s .
I n  s u m m a r y ,  o n l y  o n e  h y p o t h e s i s  r e c e i v e d  p a r t i a l  s u p p o r t .  B a s e d  o n  t h e  
f i n d i n g s  f r o m  i n t e r r u p t i o n s ,  w o m e n  c a l l e r s  w e r e  l e s s  c o n t r o l l i n g  t h a n  m a l e  
c a l l e r s ,  a s  t h e y  t e n d e d  t o  b e  i n t e r r u p t e d  m o r e .  I t  s h o u l d  b e  n o t e d ,  h o w e v e r ,  
t h a t  w o m e n  c a l l e r  a l s o  t e n d e d  t o  i n t e r r u p t  m o r e  t h a n  m e n .  T h e  f i n d i n g  f o r  
a s s e n t  t e r m s  w a s  t h e  r e v e r s e  o f  t h a t  p r e d i c t e d  f o r  r o l e ,  w i t h  o p e r a t o r s  u s i n g  
m o r e  a s s e n t  t e r m s  t h a n  c a l l e r s .  F i n a l l y ,  i n  a m o u n t  o f  s p e e c h  t h e r e  w a s  a n  
i n t e r a c t i o n  b e t w e e n  o p e r a t o r  a n d  c a l l e r  s e x ,  w i t h  s a m e  s e x  p a i r s  h a v i n g  
s h o r t e r  c o n v e r s a t i o n s  t h a n  m i x e d  s e x  p a i r s .  T h e  d i s t r i b u t i o n  o f  s p e e c h  
b e t w e e n  p a r t n e r s  d i d  n o t ,  h o w e v e r ,  d i f f e r  s i g n i f i c a n t l y  a c r o s s  d y a d  t y p e .
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T h e  d i s c r e p a n c y  b e t w e e n  t h e s e  r e s u l t s  a n d  t h e  l i t e r a t u r e  m a y  b e  e x p l a i n e d  b y  
c o n s i d e r i n g  t h e  t a s k .  W h i l e  t h e  o p e r a t o r  i s  i n  o n e  s e n s e  t h e  e x p e r t  i n  t h e s e  
c o n v e r s a t i o n s ,  h i s / h e r  r o l e  i s  t o  g l e a n  s p e c i f i c  i n f o r m a t i o n  f r o m  t h e  c a l l e r  
r a t h e r  t h a n  t o  a s s e r t  t h e i r  d o m i n a n c e  i n  a  t i m e - c o n s t r a i n e d  t a s k  t h a t  i s  
s t r e s s f u l  f o r  t h e  c a l l e r .  T h e r e f o r e ,  t h e  s p e e c h  s t y l e s  s h o w n  h e r e  a p p e a r  t o  b e  
a t t u n e d  p r i m a r i l y  t o  t h e  p a r t i c u l a r  c o n v e r s a t i o n a l  s i t u a t i o n ,  t h e  9 9 9  c a l l .  A  
s i m i l a r  p o i n t  i s  m a d e  b y  S h u y  ( 1 9 8 3 )  i n  a  s t u d y  o f  d o c t o r  -  p a t i e n t  i n t e r a c t i o n .  
H e  p o i n t s  o u t  t h a t  i n  t h e  c a s e  o f  a n  i n t e r v i e w  t h e  d o m i n a n t  p a r t n e r  d o e s  n o t  
t o  e s t a b l i s h  p o w e r ,  a s  t h e y  a r e  a l r e a d y  i n  t o t a l  c o n t r o l  b y  v i r t u e  o f  t h e  n a t u r e  
o f  t h e  i n t e r a c t i o n .  A l s o ,  a s  t h e  p u r p o s e  o f  a n  i n t e r v i e w  i s  t o  e l i c i t  
i n f o r m a t i o n ,  i n t e r r u p t i o n  i s  c o u n t e r - p r o d u c t i v e .  T h e  s a m e  s e e m s  t o  b e  t r u e  
h e r e .
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CHAPTER 7 ASPECT 2: CONVERSATION MANAGEMENT 
THROUGH THE USE OF SPEECH ACTS
INTRODUCTION
Turn management is only one way of managing the course of a conversation. 
Gaining, retaining or yielding the floor can also be achieved by the use of 
various types of speech act (Thomas, Roger and Bull, 1983). For example, 
asking a question passes control of the conversation over to the person 
questioned. The person answering the question now has the right to finish 
answering without interruption. Any interruption at this point would be a 
greater violation than if the speaker had already completed one speech act, 
such as an offer, and was not embarking on a second (Murray 1985). Thus the 
use of speech acts may supercede turn management strategies by conferring 
rights which increase the extent to which an interruption is a violation.
This study concentrates on speech content and the manner in which it is 
presented. As the interactions being studied are highly circumscribed so is the 
content of the speech. The calls revolve around the incident being reported 
and the interaction is largely taken up with the transfer of information about 
that incident, rather than with opinions, ideas or feelings. Therefore, if the 
content is looked at in abstract terms it has a limited range. There is also less 
embellishment of topics or themes than in everyday conversation because of 
time constraints. These are interactions with much tighter structure than 
rambling conversations, indeed they have a strict agenda, even if this is 
known by only one party. The simplest emergency call (see example in 
Chapter 6) is very simple indeed, both in terms of the content type and the 
form in which it is presented.
Since most of the content of these interactions is information, control of the 
conversation may be expected to rest on how and when that information is 
transferred. First the speech acts used in this type of interaction will be 
examined looking in particular at the usage of those acts which can influence 
the course of the conversation. Secondly the sequence in which the operator 
asks for information will be examined to see whether there is evidence that
100
Chapter 7
they are attempting to mould the conversation to their agenda. Finally the 
influence of role and sex on the style of information transfer will be 
examined.
Thomas Roger and Bull (1983) identified those speech acts which are 
important in the turn-taking mechanism of a conversation. They examined 
seven of the possible 12 categories of the Conversational Exchange Analysis 
(CEA) activity dimension;
Offers, introducing information, opinions etc.
Replies, a direct response to a Request 
Consents, acceptance, agreement and positive evaluation 
Dissents, rejection, disagreement and negative evaluation 
Modification, revise a prior idea
Reaction, listener responses and unsuccessful/butting-in interruptions 
Requests, actively asking for information
These seven acts were further categorised into three types of 'state' on the 
basis of sequence analysis. Major states; offer, consent and reaction, accounted 
for 80% of acts in their speech sample and are the basic building blocks of 
conversation. These acts have more than one probable transition to them 
and fewer transitions from them. Therefore, the conversation is likely to 
cycle back to these acts. Minor states; reply, dissent, modify and request are 
acts which are more likely to have transitions from them than to them, they 
tend to produce transitions back to the major states. These acts add diversity 
to the conversation but they are not stable states. Initiator states; request, 
dissent and modify, have probable transitions from them but not to them. 
They lead to other types of act being used, but their occurrence can not be 
predicted in advance.
As regards the functions of different acts, offer, reply and dissent tend to 
retain the floor for the speaker while consent, reaction and request relinquish 
the speaking turn. The act Modify will retain the turn only if it is followed 
immediately by an offer by the same speaker.
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Speech acts, therefore, have functions within the conversation beyond those 
involved in the carrying out of the acts themselves. Although the main 
function is the action, the secondary function is conversation or turn 
management.
It is this second function which is of interest here. The questions to be 
answered in this study are; which types of speech acts are used, in what 
sequence are they used and what implications does their usage have for 
conversation management. Further, are there sex and role differences in the 
usage of speech acts.
METHOD
In order to provide answers to these questions a random sample of 91 calls 
were broken down into acts. The usage and sequence of speech acts were then 
analysed for this sample as a whole. The sample was then broken down into 
between speaker and within speaker transitions. In order to examine role 
effects, differences between operator - caller and caller - operator transitions 
were then studied. Finally, the distribution of speech act types across sex were 
examined.
Content analysis of speech
The content analysis was based on Conversational Exchange Analysis. 
However, several modifications were made to the scheme to make it 
appropriate in this context. The conversations used by Thomas, Bull and 
Rogers were conducted in a laboratory setting, were concerned with given test 
materials and were terminated by the experimenter rather than by the 
conversationalists. Some categories in the CEA scheme refer directly to 
participants use of the test materials and are not needed here. It was also 
decided to include a category to cover conversation closings which would not 
have occurred in the experimental sample on which the scheme was based.
The interaction was broken down into units where each unit is defined as a 
single thought or idea and is roughly equivalent to an independent clause. 
Classification using CEA can be carried out on three levels; activity, type and
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focus. This analysis concentrated on the activity classification. Activity is 
defined by Thomas et al as how information is made salient in the 
interaction. The CEA classification is based on three major classes of verbal 
interactive act; the statement, the question and the mand. These are 
distinguished both by their usual grammatical form, declarative, 
interrogative and jussive respectively, and by the situation or role the act 
plays at that point in the conversation. The inclusion of the situation is to 
allow for indirect speech acts.
A second way of thinking about how information is made salient is its 
direction as information moves from one person to the other. Wells, 
MacLure and Montgomery (1981) suggest that conversations are made up of 
acts which can be classified as 'give', 'solicit' or a third class 'acknowledge' 
which is neutral as to direction. Both statements and mands would count as 
'give', request is a 'solicit' type , while consent, dissent and modify would be 
cases of 'acknowledge' in that they have to do with the evaluation of 
information received. The Wells et al classification was used as a 
superordinate structure within which the Thomas et al categories were 
restructured. For more detail of the coding scheme see Appendix A.
Table 1 Summary of Activity categories.
GIVE
Offer refers to speech which initiates conversation by introducing 
information, opinions etc.
refers to speech, that is, made by the other person in direct 
response to a request, where the information asked for is 
given
refers to acts that are verbally abusive
refers to speech that has the function of asking for an action 
to take place and is, therefore, an attempt by the speaker to get 
the listener to do something
is a specialised form of mand by which the speaker commits 
himself to some course of action, conditional on the listener 
doing or not doing a specified action
introducing information, that is, conventional and ritualised 
ritualised speech used to open a conversation 
ritualised speech used to close a conversation
Reply
Insult
Mand
Threat
Phatic
Open
Close
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SOLICIT
Request refers to speech in which a person is actively asking for
information
Query refers to speech in which a person asks about information
already in the public domain 
? a request to have speech repeated
ACKNOWLEDGE
Acknowledge subsumes the acknowledge, consent, reaction and listener 
responses categories and refers to positive or neutral 
acknowledgement of the other person's speech 
Modify refers to reflection, disagreement, negative evaluation or a
suggested change to what the other speaker has said.
False starts refers to attempts at speech acts which are abandoned.
(Based on: Thomas, Bull and Roger 1982, pl48)
'Give* categories
Phatics were subdivided into openings, closings and other phatics. In the 
Thomas et al study the conversation was terminated by the experimenter.
We may assume that this is the reason why closings were not catered for in 
their classification system. As closings are ritualised but do not initiate 
conversation they were added as a separate category. To balance the 
classifications openings were also added as a category, leaving phatics to cover 
ritualised speech which occurs neither at the beginning nor at the end of the 
conversation.
'Solicit1 categories
A distinction was made between requests, where a person is actively seeking 
new information and queries which have an interrogative form and which 
do solicit information but which are concerned with clarification for 
information already provided. A third category '?' refers to requests for 
repetition.
'Acknowledge* categories
Two categories of acknowledgement; acknowledge and modify are used. The 
first of these is neutral or positive while the second is negative. The main
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difference between these two categories is that the second suggests that a 
change is needed whereas the first does not.
Analysis
When all utterances were classified a transition matrix was produced of 
operator-operator, operator-caller, caller-caller and caller-operator transitions. 
This matrix was analysed using binomial sequence analysis from the 
Behaviour Sequence Analysis Package: BESAP-1 (Hammond 1987) to look at 
the distribution of transitions across the possible act pairs.
RESULTS
1 Total sample
A total of 2538 speech acts were used in the corpus. The most frequently used 
category was Acknowledge, followed by Offer, Request, Reply and Close (see 
table 2). While Thomas, Bull and Roger found that 80% of the speech acts in 
their corpus were Offer, Consent and Reaction the equivalent percentage in 
these calls is 42.6%. This suggests that these conversations have a different 
structure and may be more diverse. Insult and Threat did not appear in this 
corpus.
Table 2 Distribution of speech acts for the total sample.
Act Frequency %
Acknowledge 655 25.81
Offer 427 16.82
Request 372 14.66
Reply 329 12.96
Close 298 11.74
Open 159 6.27
Query 115 4.53
? 84 3.31
False start 46 1.81
Modify 32 1.26
Mand 16 0.63
Phatic 5 0.20
Total 2538
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Fifteen transitions had a probability of occurrence greater than chance at the 
0.01 level of probability. A further two transitions were probable at the 0.05 
level (see table 3). These transitions are presented graphically in figure 1.
Four categories were identified as major states, that is, there was more than 
one transition to them and fewer transition from them. These were Offer, 
Request, Acknowledge and Close and these acts made up 69.03% of all speech 
act occurrences. Six categories were identified as minor states, having more 
probable transition from them than to them. These were Open, Reply, Query, 
?, False start, and Phatic.
Table 3 Z ratios for transition matrix based on the total sample.
OPEN O FFER  
P H A T IC
R EPLY MAND REQUEST QUERY ? A C K . MOD. F S CLC6
OPEN 2 6 .9 9 * * 4 .4 8 * * 0 .0 0 0 .0 0 -3 . 0 4 * *  - 2 . 2 9 * - 1 . 7 7 - 2 . 7 9 * * 0 .0 0 - 0 . 3 6 0 .0 0 0 .0 0
O FFER - 3 . 0 9 * * 1 . 1 3 - 7 . 3 6 * * 1 . 2 1 - 1 . 9 9 *  1 . 2 3 - 1 . 3 3 4 . 2 1 * * - 1 . 4 9 0 . 7 2 -7 . 0 8 * * 0 .0 0
R E P L Y 0 .0 0 - 2 . 6 7 * * -6 . 2 8 * * 0 .0 0 - 3 . 2 0 * *  4 . 1 2 * * 0 .1 4 7 .4 2 * * - 0 . 5 7 0 .5 2 - 5 . 8 1 * * - 0 . 4 6
MAND 0 .0 0 0 .3 9 0 .0 0 0 .0 0 2 .5 9 * *  - 0 . 2 9 0 .0 0 - 0 . 8 6 0 .6 8 0 .0 0 - 0 . 3 3 0 .0 0
REQUEST 0 .0 0 - 4 . 7 7 * *  2 3 .9 8 * * - 0 . 8 2 - 6 . 7 6 * *  - 2 . 0 2 * 8 .2 5 * * -9 .9 8 * * - 0 . 8 3 - 1 . 2 8 - 7 . 1 9 * * 1 . 3 6
QUERY 0 .0 0 - 2 . 1 4 * - 0 . 7 3 - 0 . 3 3 - 3 . 9 5 * *  - 1 . 7 5 - 1 . 2 7 7 .7 5 * * 6 .5 7 * * 0 .0 0 - 3 . 4 5 * * 0 .0 0
? 0 .0 0 - 2 . 5 0 * * 1 .9 9 * 0 .0 0 7 .8 8 * *  - 1 . 2 6 0 .3 6 -3 . 6 3 * * 1 . 4 0 - 0 . 0 7 -2 . 4 6 * * 0 .6 3
A C K . - 4 . 7 1 * *  -- 1 . 8 1  - -7 .8 1 * * 0 .2 7 4 .2 3 * *  - 2 . 3 7 * *  --4 .8 7 * *  --8 .2 4 * *  -- 1 . 0 5  --0 .4 8 1 . 3 1  - -0 .4 7
MODIFY 0 .0 0 0 .4 0 0 .0 0 0 .0 0 - 0 . 1 3  0 .0 3 0 .0 0 2 . 1 5 * 0 . 1 8 - 0 . 1 1 - 1 . 1 9 0 .0 0
F A L S E  S T  0 .0 0 5 .1 8 * * - 1 . 0 6 0 .3 8 0 .6 4  - 0 . 4 1 0 .0 0 - 1 . 5 6 0 .0 0 0 .0 0 - 1 . 6 9 0 .0 0
C LO SE - 1 . 3 0 - 3 . 2 9 * * 0 .0 0 0 .0 0 - 2 . 9 8 * *  - 0 . 9 3 0 .0 0 - 1 . 1 0 0 .0 0 - 0 . 7 5 1 5 .7 0 * * 0 .0 0
P H A T IC 0 .0 0 0 .0 0 - 2 . 7 4 * * 0 .0 0 - 2 . 9 5 * *  0 .0 0 - 0 . 6 5 0 .0 0 0 .0 0 0 .0 9 1 9 .6 7 * * 0 .0 0
** Indicates probability > 0.01
* Indicates probability > 0.05
Chi square = 4563.242 
Degrees of freedom = 109 
2-tailed probability = 0.0000
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Figure 1 Probable transitions for the total matrix.
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2 Between speakers
The most frequently used categories as first part of a between speaker 
exchange were Request (20.45%), Offer (16.61), Reply (16.14%) and 
Acknowledge(16.08%) (table 4).
Table 4 Distribution of speech acts leading to between speaker and 
within speaker transitions.
Between speakers Within speakers
Act Frequency % Frequency %
Open 124 7.23 35 4.86
Offer 285 16.61 132 18.33
Reply 277 16.14 56 7.78
Mand 4 0.23 12 1.67
Request 351 20.45 22 3.06
Query 112 6.53 3 0.42
? 78 4.55 5 0.69
Acknowledge 276 16.08 376 52.22
Modify 21 1.22 10 1.39
False start 23 1.34 21 2.92
Close 95 5.54 45 6.25
Phatic 70 4.08 3 0.42
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Fifteen transitions had an above chance probability of occurrence between 
speakers (see table 5). Two acts were major states, Offer with three probable 
transitions to it and one from it and Acknowledge which had four probable 
transition to it and only one from it.
Table 5 Z ratios for transition matrix based on between speaker 
transitions.
OPEN O FF R EPLY MfiND REQ. QUERY ?  A C K . MDD. F . S . C LO SE P H A T IC
OPEN 2 5 . 1 3 * * 4 .0 7 * * 0 .0 0 0 .0 0 - 1 . 6 5 - 2 . 1 6 * - 1 . 8 4  - 3 . 3 8 * * 0 .0 0 - 0 . 4 6 0 .0 0 0 .0 0
O FF - 2 . 8 5 * * -4 .8 4 * * 0 .0 0 0 .7 9 1 . 3 5 2 . 2 7 * - 0 . 9 8  5 . 1 9 * * - 1 . 3 0 0 .3 9 - 3 . 7 0 * * 0 .0 0
R EP L Y 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 4 . 1 1 * * - 0 . 0 8  5 .2 0 * * - 1 . 2 5 0 . 9 1 - 2 . 9 2 * * - 2 . 5 5 * *
MAND 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 . 1 5 0 .0 0 0 .0 0  0 .0 3 1 . 7 0 0 .0 0 0 .0 0 0 .0 0
REQUEST 0 .0 0 - 2 . 0 4 * 1 8 .9 0 * * 0 .0 0 - 6 . 1 0 * * - 3 . 0 1 * * 5 . 8 1 * * - 1 2 . 3 8 * * - 1 . 3 8 - 1 . 0 1 0 .0 0 - 3 . 1 0 * *
QUERY 0 .0 0 - 0 . 3 2 - 1 . 9 5 0 .4 2 0 .0 0 - 1 . 9 8 * - 1 . 6 7  4 .8 7 * * 5 .4 0 * * 0 .0 0 - 2 . 0 8 * 0 .0 0
? 0 .0 0 - 0 . 8 6 0 .4 8 0 .0 0 1 1 . 5 7 * * - 1 . 4 1 - 1 . 1 3  -4 .4 9 * * 1 . 0 1 0 . 1 4 - 1 . 0 4 - 0 . 5 2
A C K . 0 .0 0 5 .8 5 * * - 3 . 2 5 * * - 0 . 3 0 0 .0 3 - 1 . 5 4 - 3 . 2 0 * *  - 1 . 9 4 0 .0 6 0 .0 6 0 .0 8 0 .0 0
M ODIFY 0 .0 0 - 0 . 3 9 0 .0 0 0 .0 0 - 0 . 4 5 0 . 3 1 0 .0 0  2 .4 3 * * 0 .2 6 0 .2 6 0 .0 0 0 .0 0
F A L S E  S T  0 .0 0 6 .8 3 * * - 1 . 3 1 0 .0 0 0 .7 4 0 .0 0 0 .0 0  - 1 . 3 8 0 .0 0 0 .0 0 0 . 1 2 0 .0 0
C LO SE 0 .0 0 - 0 . 0 7 0 .0 0 0 .0 0 - 2 . 1 0 * - 0 . 4 3 0 .0 0  - 0 . 7 0 0 .0 0 - 0 . 1 1 0 .0 0 2 4 .8 8 * *
P H A T IC 0 .0 0 0 .0 0 0 .0 0 0 .0 0 - 2 . 1 7 * 0 .0 0 - 0 . 9 8  0 .0 0 0 .0 0 0 .0 0 3 0 .7 1 * * 0 .0 0
** Indicates probability > 0.01 
* Indicates probability > 0.05
Chi square = 4012.051 
Degrees of freedom= 109 
2-tailed probability = 0.0000
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3 Within speakers
The acts which most frequently led to speech acts by the same speaker were 
Acknowledge (52.22%) and Offer (18.33%).
Ten within speaker transitions had probabilities above chance level (see table 
6). Of these transitions two, Offer and Phatic counted as major states.
Table 6 Z ratios for transition matrix based on within speaker 
transitions.
OPEN O FFER R EPLY MAND R EQ . QUERY 7 A C K . M X ). F . S . C LO SE P H A T IC
OPEN 5 .0 8 * * 3 .5 4 * * 0 .0 0 0 .0 0 -2 . 0 8 * 0 .0 0 0 .0 0 - 0 . 4 8 0 .0 0 - 0 . 3 5 0 .0 0 0 .0 0
O FFER 0 .0 0 4 .7 0 * * 0 . 9 1 0 .4 9 - 4 . 3 0 * * - 1 . 4 2 0 .0 0 0 .0 0 0 .0 0 0 .4 8 - 5 . 3 5 * * 0 .0 0
R EP L Y 0 .0 0 4 .9 5 * * 3 . 1 5 * * 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 . 8 1 0 . 1 3 - 3 . 1 8 * * 0 .0 0
MAND 0 .0 0 -0 . 0 0 0 .0 0 0 .0 0 1 . 1 9 0 .2 8 0 .0 0 0 .0 0 0 .0 0 0 .0 0 - 0 . 6 6 0 .0 0
REQUEST 0 .0 0 - 0 . 3 1 0 .0 0 0 .2 0 0 .5 2 1 . 1 0 0 .8 6 0 .0 0 0 .0 0 0 .0 0 - 1 . 5 0 3 .8 7 * *
QUERY 0 .0 0 0 .3 7 1 . 2 6 0 .0 0 - 0 . 3 6 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0
7 0 .0 0 0 .0 0 3 ,2 5 * * 0 .0 0 0 .0 0 0 .0 0 1 3 . 1 8 * * 0 .0 0 0 .0 0 0 ,0 0 0 .0 0 0 .0 0
A C K . - 1 . 3 8  -- 1 6 . 7 3 * * -4 . 5 2 * * - 1 . 8 4 - 5 . 2 8 * * - 1 . 3 8 - 1 . 7 0 - 0 . 9 5 - 0 . 4 6 - 1 . 9 3 - 5 .4 6 * * - 1 . 3 8
M CD IFY 0 .0 0 0 .9 1 0 .0 0 0 .0 0 - 0 . 1 7 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 - 0 . 4 3 0 .0 0
F A L S E  S T  0 .0 0 0 .5 4 0 .9 2 0 .2 3 - 0 . 1 7 - 0 . 1 3 0 .0 0 1 . 2 3 0 .0 0 0 .0 0 0 .0 0 0 .0 0
C LO SE 0 .0 0 0 .0 0 0 .0 0 0 .0 0 - 2 . 1 3 * 0 .0 0 0 .0 0 0 ,0 0 0 .0 0 0 .0 0 9 .3 4 * * 0 .0 0
P H A T IC 0 .0 0 0 .0 0 1 . 2 6 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 - 0 . 1 7 3 .7 4 * *
** Indicates probability > 0.01 
* Indicates probability > 0.05
Chi square = 7487.147 
Degrees of freedom = 109 
2-tailed probability= 0.0000
Within and between speaker transitions are compared in figure 2, where each 
act is represented by an oval, probable transitions between acts with an arrow 
and probable transistions to the same act by a loop. This shows that Request, 
Query, Acknowledge, Modify and False start led to a between speaker 
transition and therefore to a turn switch more often than to an act by the
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same speaker. The act'?' tended to lead to a second act by the same speaker. 
All other acts had an equal number of probable transitions within and 
between speakers.
Figure 2 Between and within speaker transitions*
Note: Solid lines indicate between speaker transitions, shaded lines indicate within speaker 
transitions
The distribution of speech acts which led to within and between speaker 
transitions are significantly different Oc2 = 485.4, df = 11, p<0.01, see table 7). 
This shows that, while Acknowledge does not have any probable transition 
from it within a speaker's turn, it is used proportionally more often than in 
between speaker exchanges. Open, Reply, Request, Query, ?, and Phatic are 
used more often in between speaker exchanges.
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Table 7 Number of speech acts leading to probable between and within 
speaker transitions.
Act Between speakers Within speakers
Open 2 2
Offer 1 1
Reply 2 2
Mand 0 0
Request 2 1
Query 2 0
? 1 2
Acknowledge 1 0
Modify 1 0
False start 1 0
Close 1 1
Phatic 1 1
4 Differences between operators and callers
Table 8 shows the distribution of speech act types used by operator and caller 
compared with the total sample. Operators and callers differ significantly in 
the acts they use (ft  ~ 1113.0, p<0.001). Operators used Open, Request, Query, 
Acknowledge and Close more than did callers. Callers used Offer, Reply, ?, 
and Modify more than operators. In summary, operators solicit and 
acknowledge, while callers offer and use negative acknowledgements.
There were ten significantly probable transitions from operator to caller (table 
9) and six probable transitions from caller to operator (table 10). A 
comparison of operator - caller and caller - operator transition is given in 
figure 3.
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Figure 3 Operator to caller and caller to operator transitions.
Note: Solid lines indicate operator to caller transitions, shaded lines indicate caller to 
operator transitions
Table 8 Distribution of speech acts for operators and caller compared to 
the total sample.
Total Operator Caller
Act Freq % Freq % Freq %
Open 159 6.27 104 7.71 55 4.63
Offer 42 7 16.82 49 3.63 378 31.79
Reply 329 12.96 1 0.07 328 27.59
Mand 16 0.63 8 0.59 8 0.67
Request 372 14.66 351 26.02 21 1.77
Query 115 4.53 104 7.71 11 0.93
? 84 3.31 31 2.30 53 4.46
Acknowledge 655 25.81 457 33.88 198 16.65
Modify 32 1.26 9 0.67 23 1.93
False start 46 1.81 27 2.00 19 1.60
Close 298 11.74 205 15.20 93 7.822
Phatic 5 0.20 3 0.22 2 0.17
Total 2538 1349 1189
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Table 9 Z ratios for transition matrix based on operator to caller 
transitions.
OPEN O FFER R EPLY EBQ QUERY ACK MOD F S C LO SE PHAT
OPEN 1 5 .9 2 * * 1 . 8 3 0 .0 0 2 .8 7 * * - 0 . 1 2 - 1 . 9 6 - 1 . 0 0 0 .0 0 0 .3 4 0 .0 0 0 .0 0
O FFER 0 .0 0 - 1 . 3 6 0 .0 0 0 .0 0 0 .2 2 0 .9 0 5 .4 4 * * 0 .0 0 0 .0 0 0 .0 0 0 .0 0
R E P L Y 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0
REQUEST 0 .0 0 - 7 . 1 6 * * 4 .2 8 * * - 1 . 4 9 0 . 1 5 1 .9 6 *  •- 1 1 . 4 3 * * - 2 . 8 3 * * - 0 . 4 6 0 .0 0 0 .2 3
QUERY 0 .0 0 - 2 . 7 5 * * - 4 .3 0 * * 0 .0 0 0 .0 0 - 1 . 9 6 8 .6 5 * * 4 .3 8 * * 0 .0 0 0 .0 0 0 .0 0
? 0 .0 0 - 0 . 2 5 1 . 7 4 0 .0 0 0 .0 0 - 0 . 1 4 - 1 . 2 1 2 . 2 7 * 0 .0 0 0 .0 0 1 . 6 9
A C K . 0 .0 0 4 .6 3 * * - 4 . 3 1 * * 0 . 1 6 0 .0 0 - 2 . 9 7 * * 0 .9 4 - 0 . 0 1 0 .3 3 - 3 . 1 9 * * 0 .0 0
MODIFY 0 .0 0 - 0 . 2 4 0 .0 0 0 .0 0 0 .0 0 0 .0 0 1 . 6 5 0 .0 0 0 .0 0 0 .0 0 0 .0 0
F S 0 .0 0 5 .7 2 * * - 1 . 7 5 0 .7 3 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 . 1 4 0 .0 0
C LO SE 0 .0 0 0 .2 8 0 .0 0 0 .0 0 2 . 2 9 * 0 .0 0 5 .8 4 * * 0 .0 0 0 .0 7 0 .0 0 0 .0 0
P H A T IC 0 .0 0 0 .0 0 0 .0 0 0 .0 0 0 .0 0 - 1 . 3 7 0 .0 0 0 .0 0 0 .0 0 2 4 .8 8 * * 0 .0 0
** Indicates probability > 0.01 
* Indicates probability > 0.05
113
Chapter 7
Table 10 Z ratios for transition matrix based on caller to operator 
transitions.
OPEN O FFER R EPLY MAND REQ . QUERY ? ACK M X F S . C LO SE P H A T IC
OPEN 2 1 . 5 1 * * 0.00 0.00 0.00 - 1 . 1 4  0 .0 0 0.00 - 2 . 12 * 0.00 0.00 0.00 0.00
O FFER - 2 . 20* - 0 . 4 1 0.00 - 0 . 2 3 - 3 . 7 6 * *  - 1 . 3 9 - 0 . 9 7 - 2 . 5 0 * * - 0 . 5 9 - 0 . 3 8 - 5 . 2 5 * * 0.00
R E P L Y 0.00 0.00 0.00 0.00 - 5 . 4 6 * *  - 0 . 5 9 0 . 1 7 - 2 . 7 2 * * - 0 . 7 4 - 0 . 3 0 - 5 . 0 4 * * 0.01
MAND 0.00 0.00 0.00 0.00 - 0 . 3 3  0 .0 0 0.00 0 .3 2 2 . 3 5 * 0.00 0.00 0.00
REQUEST 0.00 0.00 6 .4 1 * * 0.00 - 0 . 1 8  0.10 3 .0 9 * * - 0 . 6 5 0 .9 9 0.00 0.00 0.00
QUERY 0.00 5 . 3 1 * * 0.00 1 . 7 4 0.00 0.20 0.00 -0 .0 8 0.00 0.00 0 .3 2 0.00
7 0.00 - 0 . 3 0 0 . 7 1 0.00 9 .6 8 * *  - 1 . 6 1 0.00 -4 .8 0 * * 0.00 0 .2 7 - 1.0 0 0.00
A C K . 0.00 0 .4 4 0.00 - 0 . 1 7 1 . 1 2  - 0 . 3 6 - 1 . 2 9 - 2 . 5 0 * * 0 .2 1 - 0 . 2 9 1 . 1 8 0.00
M CD IFY 0.00 0.00 0.00 0.00 - 1 . 0 3  - 0 . 1 4 0.00 0 .9 1 0 .8 2 0 . 1 7 0.00 0.00
F S . 0.00 0.00 0.00 0.00 0 .9 5  0 .0 0 0.00 - 0 . 0 5 0.00 0.00 0.00 0.00
C LO SE 0.00 - 0 . 3 5 0.00 0.00 - 2 . 3 0 *  - 1 . 7 1 0.00 - 4 .7 9 * * 0.00 0.00 1 7 .8 5 * * 0.00
P H A T IC 0.00 0.00 0.00 0.00 0 .6 9  0 .0 0 0.00 0.00 0.00 0.00 0.00 0.00
** Indicates probability > 0.01 
* Indicates probability > 0.05
Chi square = 6563.91 
Degrees of freedom = 109 
2-tailed probability = 0.0000
5 Differences between males and females in their use of speech acts.
As there were more female operators than male in the sample the sex and 
role of the speaker are confounded in this study. Therefore, a comparison of 
the usage of speech acts by males and females was made within role, that is, 
male callers were compared with female callers and male operators with 
female operators. No significant sex differences were found. For callers x^ = 
10.26, df = 11; for operators x^ = 15.14, df = 11.
DISCUSSION
If major states are the building blocks of conversation then these 
conversations are built on Offer, Request, Acknowledge and Close. These acts 
together make up nearly 70% of all acts used. Close, an act type added for this 
study, acts as a major state because once the call is declared to be ended there is 
little likelihood that it will continue. Although this seems obvious it is not
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necessarily the case in all conversations, particularly those which are 
informal, as conversation can and does restart after one or both parties have 
said goodbye. As these conversations are built around a task they finish as 
soon as that task is completed.
In these calls Request acts as a major state, which it did not in the Thomas et 
al study. Thomas et al state that "the basic process of conversation and 
discussion is simply concerned with the imparting of information and ideas" 
pi 85. The findings of this study suggest that the basic process is in fact 
situation specific. In these calls the basic process appears to be interrogative. 
This will not be the case in all conversations. Concentrating on the imparting 
of information implies that the main route for making information salient is 
through the use of an Offer. In these interactions, because the task requires an 
agenda, information must also be solicited and this need marks out the style 
and structure of the speech.
The importance of acknowledgement, that is, positive or neutral reactions to 
the receipt of information, is noteworthy. This ties in with the use of assent 
terms by the operator (Chapter 6) and the difficulties of conversing in a sound 
only channel (Chapter 5). Acknowledge is a common response. It does not 
lead specifically to any other speech act. In the same way Offer is used either 
as a response or as a continuation of a speaker's turn. Thus Offer may follow 
Open, whether by self or the other speaker, suggesting that the beginning of 
the conversation has an expositional character. It may follow 
Acknowledgement so that the speaker will offer new information when 
given a signal that the previous piece of information has been dealt with. 
Interestingly, it is a likely successor to a False start by the other speaker. In 
other words, if one person has difficulty in articulation the second speaker 
may curtail the first speaker's turn by offering information rather than 
allowing them a second chance at the speech intended. The operator is more 
likely to produce False starts than the caller. This tendency to curtail False 
starts may therefore link in with the greater number of successful 
interruptions used by caller (see chapter 6).
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Request leads to Reply or to '?' which may in turn lead to a Reply by the same 
person. As the category ? may be usefully translated as "Pardon?" this 
diversion between Request and Reply may be another manifestation of 
hearing difficulties. The hearer is initially unsure of the question, but then 
replies, presumably as the question is properly understood without further 
intervention by the questioner. Just as a Request by one person can lead to a 
'?' by the second, so a '?' can lead to a Request. This suggests that there are a 
number of cases where the Request cannot be understood and it must be 
repeated. There is a low probability for Offers or other acts being followed by 
'?'. Therefore, it is only Requests which are liable to be misunderstood.
Replies can lead either to immediate Acknowledgement or to Queries.
Unlike Requests for new information, Queries about information already in 
the public domain may simply be either confirmed or disconfirmed 
(Acknowledge or Modify). This suggests some need for the immediate 
clarification of the replies given. A Query is more specific than a '?' in that in 
a Query specific information is addressed.
Close and Phatic have a tendency to lead to each other, suggesting that 
ritualised speech is used to signal the end of the call.
The six acts Open, Offer, Reply, ?, Close, and Phatic have a significant 
probability of being repeated by the same speaker. Therefore, any of those acts 
(Open, Request, Acknowledge, or Phatic) which lead to the second speaker 
using one of these will have a probability of relinquishing the floor for more 
than one act.
Of the four major states, Offer, Request, Acknowledge and Close, only Offer is 
used more by the caller than by the operator. Therefore, the major states, the 
basic building blocks of the conversation, are largely in the repertoire of the 
operator. If the operator uses one of these acts there is a probable transition to 
at least one act by the caller, Request to Reply, Acknowledge to Offer, Close to 
Acknowledge. These callers' speech acts can therefore be predicted in 
advance. In contrast, there are no probable transitions following a caller's
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Offer. The operator uses acts which lead to predictable responses from the 
caller, while the caller uses an act with an unpredictable response. Therefore, 
the caller's speech is structured by the operator more than vice versa. This 
finding is important. While the operator may respond to the content of the 
caller's speech she does not react to the style in which that content is 
presented.
The action of control in these conversations, therefore, is not in using acts 
which retain the floor. As time is a crucial factor in the calls retaining the 
floor could well be counter-productive. Instead there seems to be an element 
of control in shaping the flow of the conversation, in determining what will 
happen next. This control lies in the hands of the operator as the operator is 
proactive while the caller is reactive.
An important feature of the operator's conversational style, both because of 
its frequency and because of the control exerted over the caller's next 
utterance is the use of acts which solicit information. In the next chapter the 
operator’s use of these acts will be examined, concentrating on the content of 
the speech rather than on the style, on what is being solicited rather than on 
how it is solicited.
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INTRODUCTION
In the last chapter it was found that the operator used acts to solicit 
information more than did the caller. Furthermore, by using a Request the 
operator made it likely that the caller would use a Reply. In this way the 
operator can influence not only the turn change and conversational style but 
also the content of the caller's utterance. A Reply is defined as speech in 
direct response to a request where the information asked for is given. 
Therefore, when an operator is concerned with one item of information and 
Requests it of the caller, the topic of conversation is likely to be carried on by 
the caller.
A study of calls to the police (Stech, 1975) showed that the call was structured 
around the questions asked, either by the police or the caller, depending on 
the incident. Stech also suggested that in a highly circumscribed role 
situation especially where one role is dominant, one of the actors will 
influence the interaction in such a way as to produce a stronger structure. 
Something similar appears to happen with the calls in this study. However, 
Shuy (1983), in a study of 100 medical interviews following a written 
questionnaire format found that this format could not be reconstructed from 
the interview sequence. There was great variability in which topics were 
covered and in the questions asked.
If the conversation can be steered by the operator's Requests the question 
arises as to whether this structure is only at the level of adjacent turns of 
speech or whether individual requests fit into a larger pattern which might 
influence the call over a longer period. One possibility for this longer term 
pattern would be if the operator had an agenda for the call. If this were so the 
extent of the operator's control over the direction of the interaction might be 
reflected in the extent to which s/he moved from item to item in a fixed 
order. In all calls the operator needs five pieces of information, the incident 
type, the address including postal district, the nearest side street or vehicular 
access, the telephone number and whether there are people involved. If the
CHAPTER 8 ASPECT 2: SEQUENCE OF OPERATOR QUESTIONS
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operator has an implicit schedule or agenda then this should show up in the 
sequence of questions asked. No assumptions need be made about the order 
in which items are addressed, the question is simply whether there is an 
order which is discernible across a number of interactions.
METHOD
It was decided therefore to examine any possible structure imposed on the call 
by the operator in terms of her/his task, that is, in terms of how s/he went 
about eliciting the information needed. The questions asked by the operator 
in 92 calls (the 15 longest, 15 shortest and 62 randomly selected calls) were 
listed in sequence. Only questions were coded, all intervening speech was 
ignored. These questions were categorised according to the type of 
information asked for.
1 Address
2 Postal district
3 Incident type
4 Whether there were people involved
5 Nearest side street or vehicular access
6 Telephone number
Three further categories of question were coded which were questions related 
to information given earlier in the call.
7 Spelling
8 Request for clarification
9 Request for additional information
The beginning and end of the sequence were also coded
There were insufficient occurrences of questions about number four to permit 
meaningful analysis. This item was therefore dropped from the analysis. 
Question types eight and nine were collapsed to reduce the number of cells 
with expected values less than five.
A first order transition matrix was then constructed which recorded the 
frequency with which one category followed any other. This matrix was
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analysed using binomial sequence analysis from the Behaviour Sequence 
Analysis Package: BESAP-1 (Hammond 1987).
RESULTS
Table 1 gives the probability of transitions between categories. The Chi-square 
for the whole table was significant, indicating that the antecedent and 
subsequent behaviours were not independent. The majority of significant 
transitions were not between one question and another, but between repeated 
instances of the same question.
Table 1 Z ratios for transitions between question types.
E N D 1 2 3 5 6 7 8 / 9
B E G I N 0 . 0 0 6 . 0 4 * * - 1 . 3 6 - 0 . 0 5 - 2 . 7 3 * * 0 . 0 0 - 0 . 4 0 0 . 8 7
1 - 2 . 8 7 * * 0 . 0 0 0 . 4 8 - 0 . 1 5 0 . 7 8 - 1 . 5 6 1 . 3 8 1 . 8 5
2 - 1 . 1 9 - 2 . 6 4 * * 0 . 0 0 0 . 3 7 1 . 5 9 6 . 1 4 * * - 1 . 3 5 - 2 , 8 8 * *
3 0 . 0 7 0 . 9 2 - 0 . 1 5 0 . 0 0 - 0 . 1 6 0 . 1 3 - 0 . 9 3 - 0 . 3 3
5 - 0 . 1 4 - 1 . 8 6 - 0 . 3 2 - 0 . 2 2 0 . 0 0 - 0 . 4 4 0 . 0 7 2 . 9 4 * *
6 8 . 2 9 * * - 1 . 9 9 * 1 H* O 0 . 0 0 - 1 . 4 2 0 . 0 0 - 0 . 2 4 - 0 . 7 9
7 0 . 1 5 - 0 . 9 1 1 . 5 0 0 . 0 0 0 . 2 8 0 . 3 4 0 . 0 0 0 . 2 4
8 / 9 - 0 . 8 6 - 0 . 4 8 1 . 6 3 0 . 8 4 0 . 3 8 - 1 . 5 5 0 . 4 6 0 . 0 0
To see whether there was a sequential structure underlying the repetition of 
questions the diagonal of the transition matrix and the the matrix of expected 
cell values were set to zero. The matrix was then analysed using binomial 
sequence analysis for matrices of reduced rank (Hammond 1987), Table 2 
gives probabilities for each cell of this matrix.
120
Chapter 8
Table 2 Z ratios for the reduced rank matrix of transitions between 
question types.
E N D 1 2 3 5 6 7 8 / 9
B E G I N 0 . 0 0 6 . 0 4 * * - 1 . 3 6
ino01 - 2  . 7 3 * * 0 . 0 0 - 0 . 4 0 0 . 8 7
1 - 2 . 8 7 * * 0 . 0 0 0 . 4 8 - 0 . 1 5 0 . 7 8 - 1 . 5 6 1 . 3 8 1 . 8 5
2 - 1 . 1 9 - 2 . 6 4 * * 0 . 0 0 0 . 3 7 1 . 5 9 6 . 1 4 * * - 1 . 3 5 - 2 . 8 8 * *
3 0 . 0 7 0 .  9 2 - 0 . 1 5 0 . 0 0 - 0 . 1 6 0 . 1 3 - 0 . 9 3 - 0 . 3 3
5 - 0 . 1 4 - 1 . 8 6 - 0 . 3 2
CNCNO1 0 . 0 0 - 0 . 4 4 0 . 0 7 2 . 9 4 * *
6 8 . 2 9 * * - 1 . 9 9 * 1 b-1 -J o 0 . 0 0 - 1 . 4 2 0 . 0 0 - 0 . 2 4 - 0 . 7 9
7 0 . 1 5 - 0 . 9 1 1 . 5 0 0 . 0 0 0 . 2 8 0 . 3 4 0 . 0 0 0 . 2 4
8 / 9 - 0 . 8 6
1 
1 
1 
o
1 1 
CO 1 . 6 3 0 . 8 4 0 . 3 8 - 1 . 5 5 0 . 4 6 0 . 0 0
CHI SQUARE = 296.9705 
DEGREES OF FREEDOM = 41 
2-TAILED PROBABILITY = 0.0000
DISCUSSION
Questions are often repeated and a good deal of checking of information can 
occur. Checking may be of several types, repetition of the callers words with a 
rising or falling intonation, paraphrasing the callers' words, querying 
information given and so on. There seems to be constant negotiation of the 
information given.
There were four transitions of above chance probability. Questions about the 
address were most likely to be at the beginning of the interaction. Questions 
about the postal district were followed by questions about the telephone 
number which in turn were followed by the end of the interaction. Questions 
about the nearest side street were followed by requests for clarification. There 
therefore seems to be some control exerted over the beginning and end of the 
conversation with the intervening section presumably dictated by 
circumstances. This would seem to replicate Shuy’s (1983) findings.
As in the last chapter the operator is found to have more influence over the 
opening and closing of the conversation. In the body of the interaction the 
control exerted by the operator through the use of Requests must be limited to 
pairs of turns only. The operator either does not wish to or cannot structure
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the order in which information is addressed by soliciting information in a 
fixed sequence. One influence on whether an operator would want to solicit 
certain items must be what information the caller has already volunteered. 
Such information would be dealt with and should not need to be dealt with 
again. How the operator and caller deal with the content of their interaction, 
the information which passes between them, is the subject of the next 
chapter.
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INTRODUCTION
In Chapter 7 it was shown that the operator does not control the sequence of 
information dealt with in the call using Requests. In this chapter the focus 
will be broadened to consider also the caller's involvement in transferring 
information by either volunteering it or by answering the operator's 
questions. The second role of the operator, that is, acknowledging the caller's 
information will also be considered.
The central task of these conversations is the transfer of information. While 
the caller may also hope for advice or reassurance the role of the operator is 
only to find out the address and pass these details on to the local fire station. 
Furthermore, this information must be given in a form that is appropriate to 
the needs of the operators and the system they administer. Road names are 
needed, landmarks and direction are of no use.
This transfer can only come about in two ways. Either the caller can 
volunteer the information unprompted, or the operator can ask the caller for 
the information. In both of these instances there can be a communication 
breakdown. In the first the operator may not hear or assimilate the 
information given. In the second the caller may not answer the operator's 
question, whether because the question has been misunderstood or because 
the caller does not have the information requested. There is also the 
possibility that a caller might not wish to answer a question. But since in 
these calls the caller wants assistance, which can only be obtained with his 
volunteering information, we may discount this third alternative.
For the transfer of information to be efficient two criteria should be met.
First, there should be no communication breakdown. Second there should be 
as short a lapse as possible between the production of information and its 
acknowledgement or between the elicitation of information and its 
subsequent production. If a caller proffers information the most obvious way 
the operator has of signalling that it has been received is to explicitly
CHAPTER 9 ASPECT 3: INFO RM ATIO N TRANSFER
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acknowledge it. This acknowledgement is not, however, absolutely necessary. 
On the other hand, if the operator asks for some information then an answer 
is required for the transfer of that information to be complete.
Until now the assumption has been made that all information can be 
considered equal. This is not necessarily true. It is already known for 
example that the operator tends to request the road name early in the 
conversation and the telephone number close to the end. Therefore different 
topics may be treated differently. The reason for this may stem from the 
knowledge the operator and caller have about the 999 call situation. While 
the operator knows exactly what information is required the caller only 
knows that the address and nature of the incident should be reported. S/he 
may not know that the operator is at a centralized control unit, possibly miles 
away and that she may have little local knowledge of the area from which 
s/he is ringing. Therefore, although s/he may realise that the road name and 
house name or number are required s/he may not realise the necessity for 
giving the postal district and even less that of the nearest side turning.
The differences between types of information have two implications. First, 
some pieces of information may be more readily transmitted than others and 
the transfer may therefore be more efficient. Second, the method of transfer 
may vary from item to item, that is, callers may volunteer certain pieces of 
information while other pieces may be elicited by the operator.
METHOD
Seventy-two calls were analysed. All were calls to fires and all were the first 
or only call to an incident. This second criterion was used because for all but 
the first call the operator has some information about the incident and may 
therefore ignore certain topics or dwell on others. For each call a note was 
made of how four topics were dealt with. These were: road name, house 
name or number, postal district and nearest side-turning or vehicular access. 
These together make up the address information needed by the operator. In 
the case of each topic four scores were entered, the turn this information was 
first offered by the caller, the turn it was first elicited by the operator, the turn
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the operator's question was first answered and the first turn the operator 
acknowledged receipt of the information either by repeating the information 
or by affirmative utterances such as 'yes' or' OK'. A note was also made of 
whether there were minor checks of any topic, i.e. spelling, requests for 
repetition, and whether there were major checks, i.e. the information was 
explicitly called into question. A note was also made of any topic abandoned 
before the operator had the information required. The different speech acts 
used in the transfer of information will be referred to as 'transfer acts'
RESULTS
The frequency with which each transfer act was used to deal with each topic is 
given below.
Table 1 Transfer mode by topic presented as frequency and percentage of 
transfers for that topic.
Offer Elicit Answer Ack. Tot Topic
N % N % N % N % acts
Road name 50 70 28 39 28 38 52 73 158 71
House name / number 28 57 22 45 25 51 18 37 93 49
Postal district 28 41 42 62 41 60 41 60 152 68
Side-turning 21 36 39 66 35 59 34 58 129 59
Totals 127 131 129 145 532
The 7?- value for this table is 23.8, p<0.01. This indicates that the categories are 
not independent. The road name was offered more than would be expected, 
whereas the district and nearest side turning were elicited oftener than 
offered. The road name was acknowledged more often than other pieces of 
information. There are therefore different patterns of information transfer 
for different topics.
Figures 1, 2, 3 and 4 show the frequency with which transfer acts occurred at 
each turn during conversation. The Y axes of these graphs have been kept 
constant for comparison, but the X axes have not.
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Figure 1 First turn in which information was offered for each topic.
—- Road name 
■ A — - House name
  Postal district
• *©-=- Side turning
Figure 2 First turn in which information was elicited for each topic.
Road name 
House name  . Q .
Postal district 
Side turning
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Figure 3 First turn in which information was answered for each topic.
-o—  Road name 
. -A — - House name
  Postal district
■ ■©--- Side turning
Figure 4 First turn in which information was acknowledged for each 
topic.
 p-—- Road name........................ .....-#■  Postal district
- - A - -  House name ---■©-»» Side turning
For each topic offers start at a high level and tail off as time goes on. This is 
most pronounced for road name. Most offers have ceased by about the 10th 
turn. The picture is rather different for elicitation. Questions start slightly 
later. Road name and house name peak early and tail off. Postal district and 
side turning lag slightly behind these and tail off much later. In the case of 
questions the tail off occurs after about 20 turns. Answers lag behind 
questions but in the same form.
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Road name and postal district are the only topics with pronounced peaks in 
acknowledgement. Instead these seem to carry on through the call at a fairly 
steady rate and for longer than the other transfer acts. There is a low rate of 
acknowledgement for house name early in the call where this topic has a 
high rate of offers.
Lapses before completion of transfer
The number of turns which lapsed between the pair-parts of information 
transfers were counted, that is, the number of turns between an offer being 
acknowledged, between a question and its answer and between an answer 
being given and being acknowledged. As each part of the transfer is initiated 
by one interactant and completed by the second all turn lapses are uneven 
numbers. Only transfers which were completed are included here.
Table 2 Number of turns lapsed between pair-parts of information 
transfers.
No. Turns O•Aclc E«-Ans O ■Ack Total
N % N % N %
1 18 29 86 72 46 54 150
3/5 20 32 31 26 26 31 77
7+ 24 39 3 3 13 15 40
Total 62 100 120 100 85 100
x2= 49.82, df=10,p<0.01.
The shortest lapses were between Elicit and Answer. The longest lapses 
occurred between Offer and Acknowledge. The lapses between pairs were 
then considered separately. Because of small cell frequencies the lapses were 
collapsed into immediate response, that is, one turn lapsed, and longer gaps, 
three turns and above.
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Table 3 Turn lapses in Offer to Acknowledge by topic.
Turns Road House District Side turn
N % N % N % N %
1 8 24 0 0 6 46 4 36
34- 26 76 4 100 7 54 7 64
X2 not calculated because more than 20% of expected cell frequencies are less 
than 5.
Table 4 Turn lapses in Elicit to Answer by topic.
Turns Road House District Side turn
N % N % N % N %
1 20 71 18 95 23 59 25 74
3+ 8 29 1 5 16 41 9 26
X2=8.14, df+3, p<0.05
Table 5 Turn lapses in Answer to Acknowledge by topic.
Turns Road House District Side-turn
N % N % N % N %
1 8 36 5 38 20 74 13 57
34- 14 64 8 62 7 26 10 43
*2=8.47, df=3,p<0.05
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Figure 5 Frequency of turn lapses for each information exchange pair.
, I,-----fiij I | Fsd I ,
7 9 11
turns lapsed
t-Ack G  Offer-Ack
Although elicit-answer lapses are shortest they vary across topics. House 
name is almost always answered immediately, while 41 % of postal district 
questions led to some sort of side sequence, that is, intervening speech, before 
being answered. Answers to postal district questions are acknowledged 
immediately in 74% of cases whereas road and house name answers tend to 
be acknowledged only after a lapse.
Some trends can be noticed in these tables. The operator is less likely to 
acknowledge the road name immediately than any other information, 
whether it is offered or elicited. Operators' elicitations of the postal district 
are the least likely to be answered immediately, but once answered this 
information is generally acknowledged quickly.
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Table 6 Checking and abandoning by topic, frequency and as a percentage 
of calls where that topic was covered.
Major
Check
Minor
Check
Abandon Topic
Mentioned
N % N % N % N
Road 2 3 49 69 0 0 71
House 0 0 13 27 1 2 49
Postal district 3 4 8 12 0 0 68
Side turning 3 5 20 34 2 3 59
Half of these cells had an expected cell frequency less than 5. Therefore a x2 
was not computed.
Abandoning a topic is a very rare event. In seventy-two calls this occurred 
only three times, in three separate calls. Major checks of the information 
given is more common with checks made on all but the house name or 
number. As this information would not appear on a map the operator has no 
way of knowing whether is is correct or not. Major check would not therefore 
be possible. Minor checking is quite common, a great deal being accounted for 
by spelling and checks on the pronunciation of words. Checks of the road 
name are by far the most common, occurring in 69% of the cases where this 
information was given.
Communication errors
Four measures of communication breakdown were used. These were
a) information is offered but not acknowledged (O/ACK)
b) information is offered and subsequently elicited by the operator (O/E)
c) information is asked for and not given (E/ANS)
d) information is given in answer to a question and not acknowledged
(ANS/ACK)
For each error a call scored 1 or 0 for each topic.
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Table 7 Frequency of each type of breakdown by topic as absolute
frequency and as a percentage of the number of first parts of that 
pair.
O/ACK O/E E/ANS ANS/ACK Tot errors/
N % N % N % N % Mentions
Road 14 28 6 12 0 0 7 13 .38
House 20 71 7 25 1 5 12 48 .82
Postal district 12 43 4 14 3 7 14 34 .49
Side turning 8 38 2 10 5 13 12 34 .40
Totals 54 43 19 15 9 7 45 35
An answer to a question is more likely to be given than acknowledgement to 
either volunteered or elicited information. Consistently over the four topics 
elicited information is more likely to be acknowledged than volunteered 
information. There is considerable variability across topics. Whereas all 
questions about the road name were answered, 13% of those about the nearest 
side turning were not. Seventy one percent of offers of the house name or 
number led to no acknowledgement of the information and in 25% of these 
cases the operator went on to ask for the information as if it were not known 
to her.
DISCUSSION
It is apparent that different topics are treated differently by both operator and 
caller. Callers tend to volunteer certain types of information such as road 
name more readily than others such as side turning. The operator therefore 
elicits the postal district and side turning more often than the road or house 
name. Questions about these topics tend to appear later in the call. The bulk 
of the callers' offering of information comes in the first few turns of the call, 
suggesting that the caller will initially volunteer whatever information they 
have which they feel is relevant.
Of the four errors considered O/E and E/ANS are the most inefficient in a 
conversation of this type. E/ANS is probably the most serious case of 
breakdown because its occurrence means that information required is not 
forthcoming. This error occurs infrequently and in fact questions tend to be 
answered in the next turn. Elicit-Answer is a well recognised first pair part,
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second pair part sequence in Sacks, Schegloff and Jefferson's (1974) terms. The 
production of the first pair part obliges the listener to produce the second.
This explains the speed with which questions are answered, however, there 
may be cases where the second party is simply unable to complete the 
sequence, that is they do not know the answer. Their second pair part will 
then consist of a disclaimer "I don't know" which completes the transaction 
but which does not make the required information available. This is 
therefore acceptable in conversational analysis, but a failure in information 
exchange and in the current task.
O/E is inefficient in that ground must be covered twice. The other two errors, 
O/ACK and ANS/ACK would seem to be less serious in that an operator can 
have assimilated information without acknowledging the fact. It is worth 
noting, however, that the highest relative incidence of both O/ACK and O/E 
occur with the same topic, house name or number. This suggests that in 
these cases at least the lack of acknowledgement on the part of the operator 
was indicative of a lack of receipt of the information given by the caller.
Although the road name is subject to a great deal of what has been termed 
minor checking it is the nearest side-turning, the need for which the caller is 
least likely to anticipate, that leads to high levels of major checks, relatively 
high levels of minor checks and to being abandoned. The evidence of 
difficulty in dealing with the topic therefore supports the supposition that 
this information falls outside the caller's ’script' and presents the greatest 
problems for task efficiency.
While many of these findings may seem obvious what they point to is that 
the structuring and management of a conversation may depend on the type 
of information being dealt with. The information looked at here covers a 
very limited range. It all concerns the address of the incident to be attended. 
But even within this range there is variation in how that information is 
transferred, on the time taken to do so and on the likelihood of breakdown 
during the transfer. With a wider range of information these findings would
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be expected to be more pronounced, with different parties taking 
responsibility for different aspects of the call.
It was shown in Chapter 7 that the two parties in these calls tend to use 
different types of speech act, with the caller using Offer and the operator using 
Elicit and Acknowledge. It now appears that they may use these speech acts to 
deal appropriately with different topics. The caller uses Offer for topics s/he 
already knows to be relevant, while the operator is more likely to Elicit 
information which may seem less pertinent to the caller. Therefore the 
choice of speech act, which in turn leads to a speech act repetoire for each 
party, seems to be task specific.
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CHAPTER 10 FACETS OF CONVERSATIONAL MANAGEMENT: 
RELATIONSHIPS BETWEEN ASPECTS
INTRODUCTION
In previous chapters a number of aspects of conversational management 
have been considered: interruption, speech acts, information transfer and so 
on. Each has been studied in isolation. In this chapter an attempt will be 
made to study the interrelationships between some of these types of 
conversational behaviours.
Resource theory suggests that each of these conversational events is neutral, 
until it is used toward a given end. That is these behaviours are not in 
themselves dominant or supportive but may be used for dominance or 
support in a given conversational context. Because these events are neutral 
conversationalists may choose consciously or un-consciously from a 
repertoire of such events to suit their purpose and situation at any time. This 
suggests that conversational events or behaviours should be distinguishable 
more on the basis of their context than on their degree of dominance.
The implication of this theory is to reduce the status of control or dominance 
as important ways of describing conversations. If for example interruptions 
are seen as a dominant behaviour, then conversations with a number of 
interruptions will be seen as evidence of the speakers' will to manifest their 
dominance in the interaction. If, on the other hand, interruptions are 
basically neutral then their use may be due to a wish for dominance or a 
response to some other aspect of the conversation such as excitement. This 
latter would be the case in the Edelsky example of collaboratively developed 
floors.
The context of a behaviour can be defined in a number of ways and at a 
number of levels. At the micro level the context can be taken as the 
immediately preceding behaviours. At the macro level the context can refer 
to the conversational setting. Here context will be taken as closely bound to 
the task of the conversations. This is because of the overriding importance of
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the central task of summoning the fire brigade to these emergency calls. The 
question is therefore whether conversational events can be distinguished on 
the basis of control or on the basis of the conversational task. Resource theory 
would predict that the task would override dominance.
The aim of this study is to build a conceptual model of the functional 
relationships between variables from different domains. In order to facilitate 
this task there is a need for a theoretical approach which provides a 
framework for both analysis and the interpretation of results. This 
framework should provide a formal system for representing sets of 
interrelated, multivariate hypotheses, that is, combined with empirical 
procedures for examining their validity. Such a framework can be provided 
by facet theory (Gratch, 1973). Facet theory provides a formal procedure for 
classifying and categorising the variables in a study. A facet can be thought of 
as a way of categorising variables, so that each variable must belong to one 
and only one category. Therefore sex could be a facet with two elements, male 
and female. Beyond the simple classification of variables, facet theory 
provides a rationale for hypothesising the correspondence between this 
categorisation and empirical observations. Furthermore, as variables can 
contain elements of more than one facet, that is, can be classified 
simultaneously in several different ways, relationships between facets can be 
hypothesised.
While facet theory was developed as a framework for the complete process of 
designing, analysing and interpreting studies, it is particularly useful as a 
method of analysis for exploratory studies (Canter, 1985). The object of 
interpreting results is to see whether the predicted facet structure can be 
retrieved from the data. In other words, if the sex facet is hypothesised to be 
important in a study then it should be possible to demonstrate this 
classification empirically. Using an MDS technique which represents data 
spatially on the basis of similarity, facets can be derived in the form of distinct 
regions of the space containing variables from each element of the facet.
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Three facets are of interest here, the first dealing with control or dominance, 
the second with the task of the call and the third being the role of the speaker, 
operator or caller. Resource theory would predict that the control or 
dominance facet would be secondary to the task facet and in particular that 
the level of control attached to any behaviour will be dependant on its use in 
context. Therefore, there should be varying levels of control within each 
element of the task facet. If operators control the conversations then the role 
facet should be strongly linked to the control facet. This study will therefore 
attempt to partition a multidimensional representation of conversational 
behaviours according to these three facets.
METHOD
A sample of 89 calls were coded on 21 variables. All of the variables had been 
considered in previous studies. The variables and their coding is given in 
table 1. Variables to do with information transfer had to be excluded from 
this analysis because their occurrence depended on a particular item of 
information becoming relevant in each call. Each variable was coded to give, 
as far as possible, an equal distribution of 1 and 2 scores. In practice this 
means that variables with a low overall frequency of occurrence were coded 
on the basis of occurrence or nonoccurrence while more frequently occurring 
variables were coded above and below the mean.
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Table 1 Coding of variables.
T y p e ________Variable Coding Score
Interaction space 1 No. words spoken by the operator as a 0-44% 1
% of total words spoken 45-55% 2
55%+ 3
Assent words 2 No. of assent words spoken by the 0-9.81% (mean) 1
operator as a % of operator's total 9.82%+ 2
words
3 No. of assent words spoken by the caller 0-5.22%(mean) 1
as a % of caller’s total words
5.23%+ 2
Interruptions 4 Successful interruption by the operator Nonoccurrence 1
Occurrence 2
5 Unsuccessful interruptions by the Nonoccurrence 1
operator Occurrence 2
6 Successful interruptions by the caller Nonoccurrence 1
Occurrence 2
7 Unsuccessful interruption by the caller Nonoccurrence 1
_____ Occurrence 2_
Speech acts 8 Operator - Open 0-7.99% 1
(as % of total 8.00%+ 2
speech act usage) 9 Operator - Offer Nonoccurrence 1
Occurrence 2
10 Operator - Requests 0-24.84% 1
24.85%+ 2
11 Operator - Q Nonoccurrence 1
Occurrence 2
12 Operator -QU Nonoccurrence 1
Occurrence 2
13 Operator - Acknowledge 0-33.71% 1
33.72%+ 2
14 Operator - Close 0-17.03% 1
17.04%+ 2
15 Caller - Open Nonoccurrence 1
Occurrence 2
16 Caller - Offer 0-30.84% 1
30.85%+ 2
17 Caller - Reply 0-27.93% 1
27.94%+ 2
18 Caller - QU Nonoccurrence 1
Occurrence 2
19 Caller - Acknowledge 0-16.27% 1
16.28%+ 2
20 Caller - Modify Nonoccurrence 1
Occurrence 2
21 Caller - Close 0-8.94% 1
8.95%+ 2
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These data were analysed using SSA-I for ordinal data (Guttman 1968). The 
SSA program computes correlation coefficients between all variables, then 
rank orders these correlations, in this case transforming an original 
rectangualar data matrix into a triangular matrix consisting of coefficients of 
similarity for each variable against each other variable. It is these coefficients 
that are used to form a spatial representation of items with points 
representing variables and the rank order of the distances between points 
being inversely related to the rank order of the correlations. Iterations are 
performed comparing the rank order assigned to the correlations with the 
rank order of the distance while adjustments are made to the geometric 
representation. The closer the two rank orders the better the ’fit' between the 
geometric representation and the original correlation matrix, that is, the 
lower the 'stress'. The iterations continue until the minimal 'stress’ possible 
is achieved, within the predesignated number of dimensions and iterations.
A measure of stress called the coefficient of alienation is used within the 
computing algorithm as the criterion in bringing the iterative procedure to an 
end. It can therefore be used as a general indication of the degree to which the 
variables' inter-correlations are represented by their corresponding spatial 
distances. The smaller the coefficient of alienation, the better the fit of the 
plot to the original correlation matrix.
In the final configuration the more highly correlated (the more likely to co­
occur) two variables are, the closer they will appear as points in the 
dimensional space. Since the configuration is developed in respect to the 
relationships among variables and not from their relationship to some given 
dimension or axis, the orientation in space of the axes of the resulting 
geometric representation are arbitrary. Therefore, the pattern of points 
(regions) can be examined directly without the need to assume underlying 
orthogonal dimension.
Overall classification of the types of variables that group together provides an 
account of the major underlying differences amongst these variables, i.e. 
empirically supported facets. The SSA representation therefore offers a basis
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for developing hypotheses about the grouping of variables. A grouping of 
variables, forming an element of a facet, provides a basis for classifying 
behaviours on the basis of their usage in calls.
The postulation of facets goes beyond the rather arbitrary proposals of 
grouping, by using the principle of contiguity (Foa 1958, Guttman 1965 and 
Shye 1978), which states that because elements of a facet will be functionally 
related their existence will be reflected in a corresponding empirical structure. 
In other words, variables that share the same facet elements will be more 
highly correlated and thus should appear closer together in the 
multidimensional space than variables not sharing the same element.
This idea of contiguity can be extended as a general regional hypothesis.
Items that have facet elements in common will be found in the same region 
of space. Likewise, variables which have low inter-correlations will appear in 
different regions of the plot, indicating dissimilarity, and no membership of 
the same facet element. Contiguous regionality in a multi-dimensional space 
is a quite specific identification of a facet element, providing a clear statement 
can be made of what the variables in that region have in common. Of course, 
once the exploratory phase of hypothesis generation has led to the 
establishment of facets the existence of contiguous regions can be used as a 
strong, precise test of the hypothesised facets.
The approach taken to interpretation of the SSA, then, is to see whether the 
plots, shown in figures 1 to 3, have any interpretable regional structures. The 
null hypothesis is that the variation in behaviours is so diffuse that no 
coherent interpretation of the SSA plots is possible.
RESULTS
A 3 dimensional solution had a coefficient of alienation of 0.2 after 29 
iterations. This coefficient is a measure of goodness of fit. Normally a value 
below 0.15 is used (Guttman, 1968). For exploratory data, however, a value of 
0.2 is acceptable. The output of the SSA-I is given in figs 1,2 and 3 below.
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The first space (vector 1 by vector 2) can be divided by the function of the 
variables within the call. Central to the space are the turn management or 
interruption variables. This suggests that these variables have equal 
importance to all aspects of the call. The outer part of the space is divided 
into three sections. The first consists of those variables used in defining the 
boundaries of the problem; caller Offers - the caller's statement of the problem 
and the relevant information that s/he wishes to pass on, the operator's use 
of assent terms which may be to support the caller's exposition, operator 
Open - an indication that the caller is through to the appropriate service, 
Closing by the operator or caller indicating that the task (of summoning the 
fire brigade) has now been dealt with.
The second section has been labelled feedback to caller. The variables 
included here are caller open, operator offer, operator acknowledge. As the 
caller is passed from the British Telecom operator to the Fire Brigade operator 
the caller's opening is to get feedback about which operator they are talking to 
and whether the emergency call proper has now started. Unless the incident 
has already been reported the operator cannot offer information about the 
incident as only the caller has this information. Therefore the operator's 
information tends to be about the process of the call and fire brigade 
procedures. This feedback can be positive or negative, in the sense that the 
operator may tell the caller about procedures because of a perceived failure on 
the caller's part. Operator acknowledgements indicate that the caller's 
information is being received and accepted.
The final section has been labelled interrogation. All the variables in this 
section revolve around regulating the information flow between operator 
and caller. Unlike Offer these variables are inquisitorial in nature.
The arrangement of these groups in space suggest a Radex structure, which is 
essentially circular. In a Radex structure the space is partitioned rather like 
cake slices. It can be seen from the projection of vectors 2 and 3, however, 
that the space is partitioned in slices. The structure is in fact a distorted 
ordered linear partitioning of the space. This distortion is brought about
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because the turn management variables are common to all levels. This 
distinction between a circular and a linear partitioning of the space is 
important to interpretation, as a linear structure suggests order while a 
circular structure does not.
Figure 1 SSA-I vector 1 by vector 2.
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Figure 2 SSA-I vector 2 by vector 3.
INTERROGATION FEEDBACK BOUNDARIES
The second space, which represents vector 2 by vector 3, can be partitioned in 
ordered slices. These move from those variables which are more directly 
interventionist (successful interruptions, offers and questions) through 
interjection and responses and on to conventionalised utterances, opening 
and closing. Replies by the caller appear in the less interventionist /  more 
reactive area of the space, along with an uneven distribution of speech in 
favour of the operator.
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REACTIVE
Figure 3 SSA-I vector 1 by vector 3.
PROACTIVE 1
This analysis suggests that the variables can be viewed in two ways. First 
according to their function in structuring the call and second by the extent to 
which the variable is interventionist or reactive.
There is no split between the equivalent variables for operator and caller, 
where they exist. In dimensions 3 by 1 equivalent behaviours tend to be 
grouped across role. This suggests that these behaviours are equally 
interventionist whether performed by the operator or caller. Therefore, if 
these behaviours are used to control or influence the conversation they can
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be used in that way by both parties. What is interesting is that these 
behaviours tend to have a different function depending on the role of the 
executor. Thus, caller's Offers are expositional, being in the boundaries 
region with operator Open and caller Open and Close, whereas operator's 
Offers are in the feedback region with operator Acknowledge and caller Open. 
Operators Acknowledgements function as feedback, whereas the caller's are 
part of information processing.
DISCUSSION
The purpose of the SSA analysis was to examine the structure of 
conversational behaviour within an emergency call rather than the simple 
relationships between one or more behaviours. From this structural analysis 
two independent underlying facets, can be identified. The first is the function 
facet, which orders behaviours according to their function in the call, this 
function being a by-product of the task of the conversation. This suggests that 
the conversations can be viewed as having three components: boundaries, 
feedback and interrogation. Of these three components, interrogation would 
seem to be the most relevant or central to the task, this constituting the 
essence of a 999 call. The other sections are necessary to the smooth 
completion of the task, but each in turn sets the stage for the activity of most 
importance. The link between this order and time is not, however, simple. 
These is no suggestion that the stages must be reached in this order within 
the call. The boundaries are of course likely to be positioned at the beginning 
and at the end of the call. An interaction could, however, proceed directly 
from boundaries to interrogation.
In the SSA projection where the function facet can be seen most readily the 
simple ordered nature of the facet is distorted by the grouping of the turn 
management variables. The placement of this group of variables suggests 
that they act at all levels of the call, i.e. they play a part at each level of the 
facet.
The second facet, degree of intervention, is also ordered, in this case from 
reactive or conventionalised utterances to assertive measures such as
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Interruption and Offers. Although this facet can be viewed for simplicity as 
having two categories it does suggest that interventionism varies along a 
continuum. Although this facet has been labelled interventionism, it is 
closely related to ideas of control or dominance. Those variables with most 
controlling force such as Offers and Requests are in the more interventionist 
region. This suggests that conversational behaviours can be distinguished on 
the basis of dominance /  control.
The role facet was not supported. Had this facet been supported this would 
have been evidence that the operators and callers had styles so distinct that 
each person's usage of conversational behaviours depended more on their 
role than on the interaction with their partner. While it has been shown, 
particularly in the case of speech acts, that there are role differences, the 
absence of support for this facet suggests that the interaction between operator 
and caller is stronger than the role differences in style.
The assumption make from the application of the resource model to the facet 
analysis of these conversational behaviours was that the degree of control 
associated with a behaviour would be dependant on that behaviour's 
function in the task. Partial evidence for this prediction does emerge from 
the analysis. While the existence of a role facet was not supported by the 
analysis it does appear that similar behaviours by the operator and caller have 
different functions. The intervention facet, however, orders behaviours so 
that these behaviours fall in within one element of the facet, that is, at the 
same level of interventionism, regardless of the role of the speaker.
This is not to say, however, that these behaviours would be similarly 
interventionist or reactive in a different context.
In chapter 6 the assumption make by Leet-Pellegrini (1980) that assent words 
were supportive was questioned. It was suggested that assent words could 
have two functions, one as an acknowledgement of speech and a second to 
signal topic change (Jefferson, 1972). Looking at the task facet we find both 
caller's 'Assent words' and 'Acknowledgements' in the interrogation
146
Chapter 10
element, while the operator's 'Assent words' is in the boundaries element 
and 'Acknowledgements' is in the feedback element. If the boundaries 
element is taken to include the caller's initial exposition of the problem, then 
the operator's use of assent words being also part of this element does suggest 
that they may be used to signal to the caller that this information has been 
received and a topic change should take place. As operator Acknowledge can 
include other possible types of acknowledgement, such as repeating part of 
the caller's utterance, it may be that the operator uses these more specific types 
of acknowledgement for actual feedback on information.
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SUMMARY
This study set out to examine aspects of conversational management in 
emergency (999) calls to the fire brigade. This examination was undertaken 
with three aims; to study conversation management in natural interactions 
which were overwhelmingly task-oriented, to establish links between 
different aspects of conversation management and finally to see whether 
conversation management had implications for the efficiency of the 
interaction.
These calls are particularly appropriate for the study of conversation 
management because of the fact that they are emergency telephone calls. The 
participants share a common self-defined goal. They are also strangers who 
are unlikely to meet at any time. The completion of the task at hand is, 
therefore, the only motivation for participating in the conversation. 
Furthermore the task, bringing about the attendance of the fire brigade at an 
incident, is important to both participants Finally, the conversations took 
place over a sound-only channel, a constraint which tends to lead to 
conversations being more task-oriented (see chapter 3). This concentration 
on the task makes these calls quite unusual as a sample of verbal interaction. 
The first aim of the study was, therefore, to examine how conversations were 
managed in these highly task-oriented conversations.
The task itself also places constraints on the conversation. The most 
important of these is urgency. Time is a critical factor in the development of 
fires and the time taken for the operator to find out the address of an incident 
makes up part of the overall attendance time of the fire brigade. As time may 
have already been lost before the call is made (see chapter 1) it is important 
that further time is not wasted during the call itself. The urgency of the 
situation therefore imposes a very real time constraint on these interactions. 
In these calls, then, the reduction of the length of the call is always the 
foremost measure of efficiency.
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This same urgency, the potential seriousness of a fire and the fact that making 
a 999 call is an unusual event can be stressful for the caller. In this sample 
both the seriousness of the incident and the involvement of the caller varied 
a great deal. Some calls were reports of small fires by passing motorists, some 
were made by people who's home was on fire. The level of stress experienced 
by callers may, therefore, have varied a good deal. However, stress or the 
potential for stress is always present in these calls.
A third feature of these calls which should be noted is that one speaker, the 
operator, is an 'expert'. The operator knows what is required from the 
interaction and is the person who is is responsible for ensuring that help 
arrives at the incident. The operator is also an expert in the sense that he or 
she deals with 999 calls as an every day job and is, therefore, very experienced 
in this situation.
The caller, on the other hand, is usually a naive user of the system. As was 
shown by Eardley (1983), few people know how to make a 999 call in detail. 
However, the non-expert in these calls is the person who has all the necessary 
information. Thus the operator knows the type of information required, but 
not the actual information, while the caller is in the reverse position of 
knowing the information but not necessarily which particular pieces are 
relevant. The interaction revolves around the transfer of this information 
from naive informant to uninformed expert.
Emergency calls are therefore task-oriented conversations where the task is 
quite unusual. This makes it possible to take the task itself into account in 
the examination of the effects of task orientation on the interaction.
Beyond being task-oriented there is also the lack of social influences. This is 
largely because the interactions are short and the interactants are strangers. 
There is very little possibility that the interactants will meet or even speak to 
each other again; the operator is never identified by name. There is, 
therefore, little motivation for the establishment of a social relationship.
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As these interactions are so task-oriented and non-social they provide a good 
test case for establishing links between the different aspects of control 
outlined in chapter 2. This study concentrated on three aspects of 
conversation management, turn, speech act and information management. It 
has also been pointed out that in most conversations a fourth aspect, social 
management, would be relevant. Although these three aspects are often 
studied separately, there is no reason to suppose that they are unrelated. In 
fact, conversationalists must deal with all aspects simultaneously. Taking 
just two of these aspects it has been shown that their manifestation in these 
calls was indeed related not to which aspect of management they represented. 
The distinctions which emerged were function, relating to the task of the 
interaction, and level of interventionism (or control).
The third aim was related to the more practical issue of how the efficiency of 
999 calls might be increased. Because of the nature of fires, with their 
tendency to escalate rapidly, the fire brigade devotes considerable time and 
resources to reducing attendance time by seconds. Indeed the design of the 
999 control room and the computerised system now used by the London 
Metropolitan fire brigade was studied to increase the time efficiency of calls 
(Husain, 1981). It seemed worthwhile, therefore, to examine the human 
factor as a starting point to at least see how very long calls might be dealt with 
differently. There would be little use in having very efficient information 
management systems if the interaction required to obtain the information 
were inefficient.
As the calls are naturally occurring they pose certain problems in analysis. 
Unlike the conversations studied by Thomas, Bull and Roger (1982), for 
example, these conversations are not of a set length, nor do they follow a 
consistent agenda. Some of the calls were not even completed. The 
conversational style of either of the speakers could not be manipulated, nor 
could pairs of speakers be chosen in advance, as was done, for example, by 
Mulac (1989). However, the fact that the calls were real life events adds 
substantially to their value for study. These calls had real importance to the 
interactants, they were involved in the conversations through their own
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choice. Furthermore, the purpose of the calls was external to the 
conversations, the interactions were intended to have an effect in the outside 
world. As has been pointed out by Beattie and Barnard (1979), in the context 
of the study of speaker switching, "Natural telephone conversations have 
specific functions and practical constraints of time and cost and are likely to 
motivate partners to communicate as smoothly as possible..." (p216). In these 
conversations these practical constraints may be expected to assume even 
more importance. Therefore, whatever conversational strategies or skills the 
interactants brought to bear were being used not for their own sake, but for a 
real purpose. This use of conversation to achieve a real goal, not one set by an 
experimenter, should provide insight into the natural, unselfconscious use of 
conversation management skills. It should help us to see how conversation 
operates to help people communicate in way that will enable them both to 
achieve specific goals, a primary function of conversation.
Several studies have looked at the effects on conversation of removing visual 
cues. These have shown that no-vision conversations tend to be 
characterised by having fewer interruptions (Beattie and Barnard, 1979; Rutter 
and Stephenson, 1977), more utterances ending in a question (Rutter, 
Stephenson and Dewey, 1981), more question and answer sequences (Rutter, 
1984) than face-to-face interaction and by being generally more task-oriented 
and depersonalised than face-to-face interaction (Stephenson, Ayling and 
Rutter, 1976; Rutter, 1984). However, of the four reasons given at the 
beginning of this chapter for describing emergency calls as highly task- 
oriented (there is sound-only communication, the participants are strangers, 
they share a common goal and the goal is real and of immediate importance) 
only the Beattie and Barnard (1979) study of directory enquiry calls displays 
three of these characteristics. None display the fourth, that the goal has 
intrinsic importance.
Although 999 calls are not the most extreme example possible of task-related 
calls, they do provide the opportunity to see whether findings from less task- 
oriented conversations hold true in a situation where a number of factors,
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rather than just the lack of visual cues, conspire to concentrate the 
participants on the completion of their task.
In most instances the findings from earlier studies hold for the current 
sample. There was a good deal of role differentiation in the use of speech acts 
and in the handling of information, as was also found by Rutter (1984) with 
telephone tutorials. Questions and question - answer sequences were 
prevalent with requests making up 14.6% of the speech acts in the corpus and 
26% of those used by the operator. Reply, the most likely act to occur after a 
request, made up 13% of all acts and 28% of those used by the caller. These 
findings confirm those of Rutter et al (1981) and Rutter (1984).
There was, however, one important difference from previous findings. The 
Beattie and Barnard (1978) study was concerned with whether it was possible 
for interactants to achieve smooth turn switches in the absence of visual 
turn-yielding cues. They therefore compared, among other measures, the 
percentage of speaker switches which involved simultaneous speech in two 
sets of interactions: directory enquiry calls and dyadic university tutorials. 
They found that 10.6% of switches involved simultaneous speech in the face- 
to-face situation but only 6.3% of switches in the telephone interactions. This 
finding agrees in direction with Rutter and Stephenson (1977) and Rutter 
(1984), although these studies reported the incidence of interruption in a fixed 
time period rather than rate of interruption. In the 999 calls, however, the 
equivalent percentage was 10% of speaker switches, so that the interruption 
rate was closer to the face-to-face rate reported in Beattie and Barnard than to 
the telephone rate.
Therefore, although these calls showed many of the aspects of task-oriented, 
no-vision conversations which would have been predicted from previous 
studies, it would appear that in one respect at least the behaviour of 
interactants did not conform to expectations. The higher than expected rate of 
interruption may be a consequence of the urgency of the calls. Since no 
difference was found in the overall rate of interruption in two types of 999
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call where the incident differed in degree of urgency (see chapter 6), this must 
be considered a speculative explanation until further work can be carried out.
Previous studies of conversational management have emphasised the 
dominance of aspects of speech style, in particular interruptions (Beattie, 
1981a; Ferguson, 1977; Zimmerman and West, 1975). The present study rather 
emphasises control. While dominance is one aspect of control, control is a 
less judgemental term and furthermore covers aspects of management which 
are not obviously dominant. For example, interruptions may be generally 
perceived as dominant where one person prevents a second from completing 
what s/he is saying. In contrast, asking a question may not be perceived as 
dominant even though this action will lead almost inevitably to an answer. 
Therefore the first speaker has exerted control over the action of the second 
speaker without a display of dominance. Control also seems to be a more 
appropriate term when there is no evidence that the participants would wish 
to establish a power relationship.
Aspects of control were examined at each of the three levels: turn 
management, speech acts and topic management. A short summary of the 
findings at each level is given below.
In addition, behaviours considered separately under two of these headings, 
turn and speech act management, were examined together, using a multi­
dimensional scaling technique, and it was shown that they could be classified 
using two facets. The first facet related to the task of the conversation and had 
three elements: boundaries, feedback and interrogation. The second facet 
ordered behaviours according to their degree of interventionism, from 
reactive to proactive.
Finally it was shown that control is linked to the task of the conversation in 
so far as different aspects of control are relevant to the different functions 
which go together to make up the call. For example, the operators' use of 
Requests seem to act as a control mechanism in the interrogation function, 
while the operators' use of assent terms may be used to signal topic change,
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and is therefore part of the boundaries function. This linking of two aspects 
of conversation management will be discussed in more detail later in this 
chapter.
As time is critical in these calls, one of the central tasks of conversation 
management must be to reduce time wastage. The calls are generally short 
which shows that this task is normally accomplished successfully. As a 
background to the detailed study of conversational management chapter 4 
looked at what happened in 16 longer calls. An examination of these calls 
gives an insight into the sorts of problems interactants may be dealing with in 
carrying out the conversation. Two types of problem were identified in 
longer calls. The first type was associated with increasing length of time taken 
to complete the call. These problems seemed to be related to anxiety in the 
caller. The second type of problems were to do with the information 
transmitted in the call. Altogether, the incidence of problems in these longer 
calls was high. Given so many problems in a small number of calls the range 
of difficulties which could be encountered may be quite high. The majority of 
calls are not, however, plagued with problems. This suggests that the 
interactants have ways of dealing with an often noisy communication 
channel, the absence of vision, anxiety on the part of the caller, the 
inexperience of the caller, the lack of detailed information and so on. Two 
methods of dealing with these problems became evident in the subsequent 
chapters. First the receipt of information is made explicit by the use of verbal 
acknowledgements. Second, there is a good deal of checking and repetition.
In chapter 6 aspects of turn management were examined. The expectation 
was that operators, being the experts in these calls, would be more controlling 
and less supportive than callers and that men would be more controlling 
than women. Furthermore, an interaction between role and sex was expected 
so that male operators would display most control and female callers the 
least. It was found that, in fact, there were no simple role or sex differences in 
the number of interruptions used. However, while operator's sex did not 
affect the use of interruption, when the caller was a woman both parties used 
more interruptions. This suggests that operators' use of interruptions is
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determined by their role, rather than their sex, while the callers act as would 
be predicted for their sex. Operators, therefore, appear to adopt a style of 
speech. At present it is a matter of speculation as to how operators develop 
this style.
There was no difference in the amount spoken by men or women, but there 
was an interaction between the sex of operator and caller, with mixed-sex 
dyads speaking more than single-sex dyads. Leet-Pellegrini (1980) found a 
simple sex effect, with male experts speaking more than their partners 
relative to female experts. For male experts the mean difference between the 
amount of male and female speech was 0.76, for female experts the mean 
difference was 0.65, with speech measured in lines of transcript. Mulac (1989) 
found that, in mixed-sex dyads men spoke more than women, with men 
speaking for a mean of 31.43 seconds and women for a mean of 26.47 seconds. 
Furthermore, this finding held true whether the man or the woman in the 
dyad was higher in perceived power. In the present study male and female 
operators each spoke 60.6 words on average in mixed sex calls, with male 
callers spoke 65.4 words and female callers 69 words. Therefore male and 
female operators were spoke equal amounts and for callers it was women 
who tended to speak more.
A second measure of control, the use of assent terms, was also examined. The 
use of assent terms should signal supportiveness, the opposite of control. 
Contrary to predictions, again drawn from Leet-Pellegrini (1980), operators 
used many more assent terms than did callers. Leet-Pellegrini found that 
non-experts assented more than experts, except where a female expert was 
paired with a male non-expert, with mean difference between expert /  non­
expert pairs in their use of assent terms being as follows: M/F, -2.35, M/M, - 
1.45, F/F, -0.4 and F/M, 2.85 (Leet-Pellegrini, 1980, pl02). In the present study 
it was found that 9.9% of operators's words were assents words against only 
5.86% of the callers'.
These results all run contrary to expectations. In particular, operators do not 
seem to be controlling the conversation by speaking more or interrupting
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more than the caller. They also use more assent terms than the caller, a 
behaviour expected to be linked to lack of control. The use of assent terms 
turns out to be an important part of the operator's role in the conversation, as 
they use acknowledgements to signal receipt of information. Likewise, men 
do not seem to control the interaction. While women callers are interrupted 
and attempt to interrupt more than male callers, this is the case with both 
male and female operators. Hershey and Werner (1975) and Askinsas (1971) 
found that speaking more was not necessarily sex linked, but depended on the 
interaction experience of the speakers. This may also be true in the case of 
interruptions in the case of 999 calls. It may be the case that female operators, 
in a job with a majority of women, have some of the same experiences as 
Hershey and Werner's feminist wives, or the groups from mixed sex housing 
studied by Askinsas.
The expectation that men and operators should have similarities in style is, 
however, based on the premise that certain behaviours are dominant because 
they are used more often by men. In this case that premise does not hold. 
Evidence for operators' control cannot therefore be found directly at this level 
of management.
The next step, in chapter 7, was to look at the use of speech acts by operator 
and caller. Based on findings by Thomas, Bull and Roger (1982) it was 
expected that speech acts could be used to control the conversation. It was 
found that there was a completely different usage of speech acts in these calls 
to the experimentally structured conversations studied by Thomas et al. 
Furthermore, and not surprisingly, operators and caller used different types of 
speech act, with operators eliciting or acknowledging and callers giving 
information and using both positive and negative acknowledgement. As 
mentionned previously, this differentiation between the operator eliciting 
information and the caller giving information may be partly due to the 
interaction being conducted over the telephone. Rutter and Robinson (1981), 
comparing tutorials held face-to-face and over the telephone, found a pattern 
of the tutor seeking contributions from students and students responding by 
offering information in the telephone tutorials which is similar to the pattern
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found here. In face-to-face interaction, however, the pattern for offering 
contributions was reversed and there was no difference between tutors and 
students in elicitation.
It was found that different speech acts led to retention or yielding of the floor. 
The operators’ use of acknowledgement, the assent terms examined in 
chapter 6, tended to retain the floor but were not a prelude to any specific 
second act. This act therefore holds the turn in an open manner.
Interestingly, the major states used, that is, those speech acts which may be 
used as a sequel to a number of acts but which have a smaller number of 
predictable outcomes, were mainly in the repertoire of the operator.
Therefore the operator tends to use acts which lead to a predictable response 
from the caller whereas the operators' acts are not predictable from the 
callers' speech. It seem therefore that the operator may control the flow of the 
conversation by the use of acknowledgements and by channelling the 
responses of the caller. The most obvious example of this is for the operator 
to use a Request. This places the onus on the caller to respond with a Reply 
which the operator may then Acknowledge. The use of Requests in these 
conversations is important. They make up over a quarter of all the operators' 
speech acts.
As the operator uses Requests s/he can have control over the introduction of 
topics by questioning the caller about particular pieces of information. This 
raises the question of whether the calls revolve around an agenda set by the 
operator, that is, whether the operator administers a questionnaire to the 
caller. In order to examine this issue a sequence analysis of the questions 
asked by the operator was carried out in chapter 8. This showed that while 
there was some consistency to the beginnings and ends of the calls the central 
section did not follow a predictable sequence. This suggests that topics are 
dealt with in an interactive manner.
Chapter 9 presented further evidence that different topics are dealt with in 
different ways. These differences might be expected given that most callers on
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the 999 line are naive and have no idea of fire brigade procedures. Thus the 
road name is most often offered, and there are few errors in the transmission 
of this information, while the name of the nearest side-turning is most often 
elicited and produces more transmission errors. Information which the 
operator elicits is more likely to receive acknowledgement than that which 
the caller volunteers. As the operators' failure to acknowledge information 
happens most often with the topic where the operator is likely to ask for 
information already volunteered by the caller, it does seem that 
acknowledgements signal actual receipt of information rather than being 
non-specific supportive utterances. Checks are made by operators on all 
pieces of information except that one piece which they cannot independently 
verify, the house name or number.
It therefore appears that responsibility for information switches between 
interactants. It is shared between the operator and caller on 'easy1 pieces of 
information such as the road name, where the caller may volunteer and the 
operator may check or acknowledge information. For more 'difficult' items, 
such as the nearest side-turning and caller's telephone number, the operator 
takes responsibility by eliciting and acknowledging information. Thus a 
different form of management and different speech acts are appropriate for 
different topics.
In general then the literature is supported by the findings that indicated 
strong role differentiation in the use of speech acts and the use of assent ters 
as would have been prediced from Rutter (1984). Also as found by Stiles, 
Orth, Schelwitz, Henrikus and Valbona (1984), different conversatonal topics 
were dealt with using different types of verbal exchanges.
However, several results contradicted previously published findings and 
many of these discrepancies appear to emerge from the influence of the task 
on the interaction. Neither men nor operators displayed a dominant turn 
management style as would have been predicted from Leet-Pellegrini (1980). 
While interruptiosn showed a sex difference for callers there was none for 
operators. This may be due to operators having developed a speech style
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through daily experience. The rate of interruptions was higher than would be 
expected in non-vision conversations (Beattie and Barnard, 1978). This may 
be because of the time constraints inherent in the interaction.
In the case of speech acts, the repertoire and usage of acts in these calls differed 
from that found by Thomas, Bull and Roger (1982) in experimentally 
generated conversation. These differences realted to the importance of 
information transfer in these calls.
One further set of findings neither agrees with nor contradicts previous 
research. These findings emerge from an exploration of the structure of 
conversation management using a slightly different approach to past studies. 
These findings will be discussed in terms of their implications for control and 
management.
IMPLICATIONS FOR CONVERSATIONAL CONTROL AND 
MANAGEMENT
What becomes apparent is that operator control is evidenced not so much by 
dominance displays as by dealing with the task in hand. In other words, 
conversational management is functional. Not only is speech style in these 
conversations built around the nature of the task, it varies depending on the 
type of information being dealt with. In chapter 10 this link between speech 
style and function was explored using multidimensional scaling techniques.
This analysis enabled a framework to be derived that went beyond current 
work in this field. Concentrating on turn-management and the use of speech 
acts it was found that these variables could be described using two facets. The 
first of these related to the task, classifying variables as either relevant to the 
call boundaries (beginning and end), to feedback and checking or to 
interrogation, the stage of direct information transfer. This facet was ordered 
from boundaries through to interrogation, with turn management being 
relevant to all stages. This ordering relates to the importance of each stage to 
the task. The second facet related to the degree of intervention represented by 
the variables and behaviours could be ordered from reactive to
159
Chapter 11
interventionist. The two facets together formed a structure known as a 
duplex. The interpretation of this structure suggests that the facets are 
independent, that is, interactants can be proactive or reactive at each stage of 
the call.
The facet analysis of speech style variables acts as an overview of the analysis 
in previous sections. The results once again highlight how these 
conversations are fashioned by the situation in which they occur. The 
conversational situation is a composite of the purpose of the call, the roles of 
the participants and the physical constraints imposed by a telephone call.
Thus the purpose of the call, the transmission of information about the 
incident, places emphasis on interrogation. The roles of the speakers also 
play a part here. The operator knows what is required from the caller by way 
of an address for the incident and has considerable experience of 999 calls.
The caller generally knows the address of the incident, but does not have 
enough experience of 999 calls to have a fully developed 'script' of what will 
happen. This role difference again places emphasis on interrogation, as 
transferring the relevant information becomes an interactive rather than a 
one-way task.
This multivariate approach therefore provides a method by which the totality 
of interaction behaviour can be studied, rather than a collection of individual 
behaviours. This latter approach is that normally taken in analysis of 
conversational behaviours (see for example Beattie, 1983, Leet-Pellegrini,
1980) although some studies have used other multivariate techniques.
Mulac (1989) used MANOVA to analyse talk behaviour in same and mixed 
gender dyads. However, although the approach was multivariate, all the 
variables in question were measures of one type of behaviour, talk. Rutter 
(1984) used multiple regression to test for relationships between the content, 
style and outcome of interactions. Here separate analyses were performed 
with each of three style measure, seven content measure and six outcome 
measures.
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Two previous studies using MDS on different aspects of conversation 
behaviour show how these techniques can usefully be applied in this area. 
Wish, D'Andrade and Goodnow (1980) used two separate MDS analyses to 
establish links between ratings of interaction scenes on bi-polar adjectives and 
the content of the scenes coded into speech acts. Bell (1986), in a study of the 
multivariate structure of communication avoidance analysed self-reports of 
communication behaviour using scaled questionnaire items. The Bell study 
also used facet theory as a basis for deriving the relationships between the 
aspects of communication avoidance.
The analysis presented in chapter 10 demonstrates the advantages that this 
approach has for the analysis of measures of more than one type of 
interaction behaviour. While the analysis technique itself is useful for 
studying relationships between a number of variables, it is the conjunction of 
facet theory with appropriate analysis which has most potential for the study 
of the structure of interaction across situation and therefore for theory 
development.
One of the strengths of facet theory is that it provides a conceptual framework 
for empirical research. The model of conversation proposed here, with the 
two facets task and degree of intervention, requires further tests by replication 
in other contexts. The model should hold true for other task-oriented calls 
where the primary purpose is the transmission of information. Here the task 
facet would be concerned with the same elements, as the conversation should 
include interrogation, feedback and boundaries.
In calls with a different purpose, the elements of this facet may not take the 
same form. The context and purpose of the conversation should, however, 
emerge as a facet, and again it would be expected that this facet would be 
ordered from peripheral aspects to central aspects of the conversation. In calls 
of a more social nature a third facet dealing with affiliation would be expected 
to have an influence.
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A n  e x a m p l e  o f  h o w  f a c e t  t h e o r y  a n d  i t s  a s s o c i a t e d  a n a l y s i s  m e t h o d s  c a n  b e  
u s e d  t o  p r o v i d e  a  f r a m e w o r k  f o r  c r o s s  s i t u a t i o n  c o m p a r i s o n  i s  i t s  a p p l i c a t i o n  
i n  t h e  f i e l d  o f  e n v i r o n m e n t a l  p s y c h o l o g y  t o  p r o v i d e  a  m o d e l  f o r  p l a c e  
e v a l u a t i o n  ( D o n a l d ,  1 9 8 5 ) .  T h i s  m o d e l  p r o p o s e s  t h a t  t h e  e v a l u a t i o n  o f  a  
p l a c e ,  i n  t e r m s  o f  h o w  w e l l  i t  f a c i l i t a t e s  a  p e r s o n ' s  o b j e c t i v e s  i n  t h a t  s e t t i n g ,  i s  
b a s e d  o n  t h r e e  f a c e t s :  f o c u s ,  r e f e r e n t  a n d  l e v e l .  H e r e  f o c u s  d i s t i n g u i s h e s  
b e t w e e n  o v e r a l l  e v a l u a t i o n  a n d  e v a l u a t i o n s  o f  s p e c i f i c  a s p e c t s  o r  i t e m s .  T h e  
r e f e r e n t  f a c e t  h a s  t h r e e  e l e m e n t s ,  s o c i a l ,  s p a t i a l  a n d  s e r v i c e s .  L e v e l  r e f e r s  t o  
t h e  i m m e d i a c y  o f  t h e  l e v e l  o f  i n t e r a c t i o n  w i t h  t h e  s e t t i n g .
T h i s  m o d e l  w a s  a p p l i e d  a c r o s s  t h r e e  s e t t i n g s ,  h o s p i t a l  w a r d s  ( K e n n y  a n d  
C a n t e r ,  1 9 8 1 ;  C a n t e r  a n d  K e n n y ,  1 9 8 1 ) ,  h o u s i n g  ( C a n t e r  a n d  R e e s ,  1 9 8 2 )  a n d  
o f f i c e s  ( D o n a l d ,  1 9 8 5 ) .  W h i l e  t h e  o v e r a l l  f a c e t  s t r u c t u r e  r e m a i n e d  c o n s t a n t  
a c r o s s  t h e  t h r e e  s e t t i n g s  t h e  c o n t e n t  o f  t h e  e v a l u a t i o n s  i n  e a c h  c a s e  d e a l t  w i t h  
t h e  p a r t i c u l a r  e n v i r o n m e n t  b e i n g  s t u d i e d .  T h e r e f o r e ,  p e o p l e  e v a l u a t e  t h e  
s a m e  a s p e c t s  o f  t h e i r  e n v i r o n m e n t  e v e n  t h o u g h  t h e  m a n i f e s t a t i o n s  o f  t h o s e  
a s p e c t  m a y  v a r y  f r o m  p l a c e  t o  p l a c e .
I n  t h e  s a m e  w a y  t h e  t w o  f a c e t s  w h i c h  e m e r g e  f r o m  t h e  a n a l y s i s  o f  f i r e  a l a r m  
c a l l s  m a y  b e  e x p e c t e d  t o  a p p l y  i n  o t h e r  t y p e s  o f  v e r b a l  i n t e r a c t i o n ,  e v e n  
t h o u g h  t h e  c o n t e n t  o f  t h e  f a c e t  e l e m e n t s  m a y  d i f f e r .
T h e  f i r s t  f a c e t ,  d e a l i n g  w i t h  t h e  c o n t e n t  a n d  p u r p o s e  o f  t h e  c o n v e r s a t i o n ,  m a y  
r e l a t e  b o t h  t h e  t h e  s o c i a l  a n d  t h e  p h y s i c a l  s e t t i n g  o f  t h e  i n t e r a c t i o n .  U s i n g  a  
t e l e p h o n e  l i n e  p o s e s  s e v e r a l  p h y s i c a l  c o n s t r a i n t s  o n  a  c o n v e r s a t i o n ,  s u c h  a s  
i n t r o d u c i n g  n o i s e .  T h e  l a c k  o f  v i s u a l  s o c i a l  c u e s  m a y  m a k e  t h e  s p e a k e r s  l e s s  
s p o n t a n e o u s  a n d  m o r e  t a s k  o r i e n t e d  ( R u t t e r ,  1 9 8 7 ) .  T h i s  c u e l e s s n e s s  
i n c r e a s e s  p s y c h o l o g i c a l  d i s t a n c e  b e t w e e n  i n t e r a c t a n t s  i n c r e a s i n g  t h e  
l i k e l i h o o d  t h a t  t h e y  w i l l  a c t  a c c o r d i n g  t o  t h e i r  r o l e s  ( R u t t e r ,  1 9 8 7 ) ,  
e m p h a s i s i n g  t h e  d i f f e r e n c e s  d i s c u s s e d  a b o v e .  I n  t h e s e  c o n v e r s a t i o n s  t h e  l a c k  
o f  v i s u a l  c u e s  m a y  a l s o  h a v e  a  m o r e  p r a c t i c a l  d i s a d v a n t a g e .  N o t  o n l y  c a n  t h e  
o p e r a t o r  n o t  s e e  t h e  c a l l e r ,  s / h e  c a n n o t  s e e  w h e r e  t h e  c a l l e r  i s  r i n g i n g  f r o m .  
A l l  i n f o r m a t i o n  a b o u t  w h e r e  t h e  c a l l e r  i s ,  a n d  w h a t  t h e  c a l l e r  c a n  s e e  m u s t  b e  
s p o k e n ,  o f t e n  o v e r  a  p o o r  t e l e p h o n e  l i n e .  T h i s  l e a d s  t o  a  n e e d  f o r  c h e c k i n g ,
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s p e l l i n g ,  r e p e t i t i o n  a n d  v o c a l  a c k n o w l e d g e m e n t  w h e n  i n f o r m a t i o n  i s  
r e c e i v e d .  I n  o t h e r  w o r d s ,  t h e  c o n v e r s a t i o n  s i t u a t i o n  m a k e s  f e e d b a c k  
i m p o r t a n t .
I t  i s  a p p a r e n t  t h e n  t h a t  t h e  c o n v e r s a t i o n s '  s t r u c t u r e ,  s t y l e  a n d  m a n a g e m e n t  
a r e  d e p e n d a n t  o n  t h e  t a s k .  F u r t h e r m o r e ,  t h e y  a r e  d e p e n d a n t  o n  p a r t s  o f  t h e  
t a s k .  T h u s ,  d i f f e r e n t  s p e e c h  a c t s  a r e  u s e d  f o r  d e a l i n g  w i t h  d i f f e r e n t  t o p i c s .  I t  
m a y  n o t ,  t h e r e f o r e ,  b e  a p p r o p r i a t e  t o  g e n e r a l i s e  i n  d e t a i l  a c r o s s  c o n v e r s a t i o n s  
w i t h  d i f f e r e n t  t y p e s  o f  p u r p o s e .  H o w e v e r ,  p u r p o s e  s h o u l d  e m e r g e  a s  a n  
u n d e r l y i n g  d e s c r i p t o r  o f  t h e  i n t e r a c t i o n ' s  s t r u c t u r e .
T h e  e f f e c t  o f  t h e  c o n v e r s a t i o n a l  s i t u a t i o n  o n  i n t e r a c t i o n  c a n  b e  o b s e r v e d  i n  
m a n y  d i f f e r e n t  w a y s .  T h e  e f f e c t s  o f  c u e l e s s n e s s ,  o r  p s y c h o l o g i c a l  d i s t a n c e ,  o n  
c o n v e r s a t i o n a l  s t y l e  h a v e  b e e n  m e n t i o n e d  a b o v e .  P s y c h o l o g i c a l  d i s t a n c e  c a n  
a l s o  m a k e  a s s e r t i v e  c o m m u n i c a t i o n  e a s i e r  ( F u r n h a m ,  1 9 8 6 ) .  T h e r e f o r e  t h e  
c h a n n e l  o f  c o m m u n i c a t i o n  c a n  e f f e c t  i n t e r a c t i o n .  I t  h a s  a l s o  b e e n  f o u n d  t h a t  
t h e  w a y  m e s s a g e s  a r e  d e l i v e r e d  i s  d e p e n d a n t  o n  t h e  i n t e n d e d  r e c e i v e r .  B o t h  
v e r b a l  a n d  n o n - v e r b a l  c o m p o n e n t s  o f  a  r e q u e s t  m a y  b e  c h o s e n  t o  s u i t  t h e  
l e v e l  o f  c o m p l i a n c e  e x p e c t e d  o f  t h e  h e a r e r  ( W i n t e r h o f f - S p u r k ,  H e r r m a n n  a n d  
W e i n d r i c h ,  1 9 8 6 ;  G r a b o w s k i - G e l l e r t  a n d  W i n t e r h o f f - S p u r k ,  1 9 8 8 ) .  L i k e w i s e ,  
t h e  l e v e l  o f  i n t e r r u p t i o n s  u s e d  m a y  b e  r e l a t e d ,  n o t  t o  t h e  s e x  o f  t h e  
i n t e r r u p t e r ,  b u t  t o  t h a t  o f  t h e  p e r s o n  i n t e r r u p t e d  ( H o f f m a n ,  1 9 8 0 ) .  T h e  
d e m a n d s  a  s i t u a t i o n  p l a c e s  o n  a  s p e a k e r  m a y  a l s o  a f f e c t  w h a t  t h e y  s a y .
B a v e l a s ,  B l a c k ,  B r y s o n  a n d  M u l l e t t  ( 1 9 8 8 )  f o u n d  t h a t  p o l i t i c i a n s  e q u i v o c a t e  
p r i m a r i l y  w h e n  t h e y  f i n d  t h e m s e l v e s  i n  a n  a v o i d a n c e - a v o i d a n c e  s i t u a t i o n .
S i t u a t i o n a l  e f f e c t s  m a y  t h e r e f o r e  b e  f o u n d  o n  a  n u m b e r  o f  d i f f e r e n t  l e v e l s .  I n  
f i r e  a l a r m  c a l l s  i t  a p p e a r s  t h a t  t h e  p r i m a r y  i n f l u e n c e  o f  t h e  s i t u a t i o n  i s  t h e  
g o a l  o f  t h e  i n t e r a c t i o n .  T h i s  i s  a l s o  t r u e  o f  t h e  s t u d i e s  c i t e d  a b o v e .  I n  e a c h  
c a s e  i t  c o u l d  b e  a r g u e d  t h a t  t h e  e f f e c t s  f o u n d  w e r e  d e p e n d e n t  o n  h o w  t h e  g o a l  
o f  t h e  i n t e r a c t i o n  r e l a t e d  t o  t h e  d i m e n s i o n s  o f  c o n t r o l  a n d  a f f i l i a t i o n .  T h u s ,  
i n  t h e  s t u d y  o f  a s s e r t i v e n e s s  ( F u r n h a m ,  1 9 8 6 )  t h e  g o a l  i s  h i g h  o n  t h e  
d i m e n s i o n  o f  c o n t r o l  a n d  b e c o m e s  e a s i e r  a s  p s y c h o l o g i c a l  d i s t a n c e s ,  a n d  t h u s  
t h e  i m p o r t a n c e  o f  t h e  c o n t r o l  d i m e n s i o n ,  i s  i n c r e a s e d .
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T h e  f r a m e w o r k  a f f o r d e d  b y  t h e  c o n t r o l  a n d  a f f i l i a t i o n  d i m e n s i o n s  w o u l d  
t h e r e f o r e  a p p e a r  t o  b e  u s e f u l ,  n o t  o n l y  f o r  c l a s s i f y i n g  s i t u a t i o n s ,  b u t  a l s o  t h e  
g o a l s  o f  t h e  p a r t i c i p a n t s .  I n d e e d ,  i t  i s  p r o b a b l e  t h a t  i t  i s  t h e  p o s i t i o n i n g  o f  t h e  
i n t e r a c t a n t s '  g o a l s  w h i c h  d e t e r m i n e s  t h e  c h a r a c t e r i s t i c s  o f  t h e  s i t u a t i o n .
I n  s o m e  w a y s  o p e r a t o r s  c a n  b e  s e e n  t o  m a n a g e  t h e  c o u r s e  o f  t h e s e  
c o n v e r s a t i o n s ,  f o r  e x a m p l e  i n  t h e i r  u s e  o f  s p e e c h  a c t s .  I n  o t h e r  w a y s  t h e y  d o  
n o t ,  f o r  e x a m p l e  w i t h  i n t e r r u p t i o n s .  F u r t h e r ,  l o o k i n g  a t  i n f o r m a t i o n  t r a n s f e r  
s h o w s  t h a t  t h i s  c o n t r o l  d i f f e r s  f r o m  t o p i c  t o  t o p i c .  T h i s  a p p a r e n t  l a c k  o f  
c o n s i s t e n c y  b e c o m e s  l e s s  p r o b l e m a t i c  i f  t h e  i d e a s  o f  t h e  r e s o u r c e  m o d e l  o f  
t u r n - t a k i n g  ( W i l s o n  e t  a l ,  1 9 8 4 )  a r e  t a k e n  i n t o  a c c o u n t .  A l t h o u g h  d e v e l o p e d  
t o  e x p l a i n  t h e  m e c h a n i s m s  o f  t u r n - t a k i n g ,  t h e  r e s o u r c e  m o d e l  s e e m s  
p a r t i c u l a r l y  a p p r o p r i a t e  h e r e .  T h e  m o d e l  p r o p o s e s  t h a t  b e h a v i o u r s  a r e  n o t  
i n h e r e n t l y  d o m i n a n t  o r  s u b m i s s i v e ,  b u t  c a n  b e  v i e w e d  a s  n e u t r a l  
c o n v e r s a t i o n a l  r e s o u r c e s .  I n t e r a c t a n t s  h a v e  a  n u m b e r  o f  r e s o u r c e s  w h i c h  
t h e y  m a y  u s e  a s  a p p r o p r i a t e  d e p e n d i n g  o n  t h e  s i t u a t i o n .  I n  t h e  c a s e  o f  9 9 9  
c a l l s  s o m e  o f  t h e s e  r e s o u r c e s  w o u l d  b e  i n t e r r u p t i o n s ,  a s s e n t  t e r m s ,  q u e s t i o n ,  
o f f e r s  a n d  s o  o n .  I n  a n  u r g e n t  c a l l  i t  m a y  n o t  b e  a p p r o p r i a t e  t o  i n t e r r u p t  a  
c a l l e r ,  b e c a u s e  w h a t  t h e y  a r e  a b o u t  t o  s a y  m a y  b e  i m p o r t a n t .  T h e r e f o r e ,  
i n t e r r u p t i o n  w o u l d  b e  a n  i n a p p r o p r i a t e  r e s o u r c e  f o r  a n  o p e r a t o r  t o  u s e .  O n  
t h e  o t h e r  h a n d  q u e s t i o n s  a r e  m o r e  a p p r o p r i a t e  h e r e  t h a n  i n  s o c i a l  t e l e p h o n e  
c a l l s .
T h i s  s u g g e s t s  t h a t  t h e  r e s o u r c e s  a v a i l a b l e  t o  i n t e r a c t a n t s  c a n  b e  o f  m o r e  t h a n  
o n e  t y p e ,  t h a t  i s ,  g a z e ,  i n t e r r u p t i o n ,  f i l l e d  p a u s e s ,  a n d  s p e e c h  a c t s  w o u l d  a l l  b e  
r e s o u r c e s .  I n t e r a c t a n t s  c a n  u s e  a n y  o f  t h e s e  r e s o u r c e s .  T h e r e f o r e ,  
c o n v e r s a t i o n a l  m a n a g e m e n t  m a y  d e p e n d  o n  m o r e  t h a n  o n e  t y p e  o f  
b e h a v i o u r  a n d  t h e  t y p e  u s e d  m a y  v a r y  a c c o r d i n g  t o  t h e  s i t u a t i o n .  I n  t h e  
p r e s e n t  s t u d y  d i f f e r e n t  t y p e s  o f  b e h a v i o u r s  d i d  a p p e a r  a t  e a c h  l e v e l  o f  t h e  
i n t e r v e n t i o n  f a c e t ,  i n d i c a t i n g  t h a t  i n t e r a c t a n t s  w e r e  u s i n g  d i f f e r e n t  t y p e s  o f  
r e s o u r c e s  f o r  m a n a g e m e n t .  R e s e a r c h e r s  i n t e r e s t e d  i n  a  p h e n o m e n o n  s u c h  a s  
c o n t r o l  o r  d o m i n a n c e  m a y  f i n d  t h a t  i t  i s  m a d e  m a n i f e s t  i n  d i f f e r e n t  w a y s  i n  
d i f f e r e n t  t y p e s  o f  i n t e r a c t i o n .  F u r t h e r m o r e ,  m a n i f e s t a t i o n s  o f  d o m i n a n c e  i n
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o n e  s i t u a t i o n  n e e d  n o t  b e  l i n k e d  t o  d o m i n a n c e  i n  o t h e r  s i t u a t i o n s .  T h u s  w e  
f i n d  t h a t  s i m u l t a n e o u s  s p e e c h  c a n  b e  a  p r o d u c t  o f  e n t h u s i a s m  ( E d e l s k y ,  1 9 8 1 )  
o r  a  s i g n  o f  s u p p o r t  ( K e n n e d y  a n d  C a m d e n ,  1 9 8 3 ) .  A  s p e e c h  s t y l e  w h i c h  
a p p e a r s  t o  s i g n a l  p o w e r  i n  a  c o u r t r o o m  ( O ' B a r r ,  1 9 8 2 )  w o u l d  a l s o  b e  
a p p r o p r i a t e ,  b u t  f o r  d i f f e r e n t  r e a s o n s ,  i n  a  c o u n s e l l i n g  s i t u a t i o n  ( B r a d a c ,  
W i e m a n n  a n d  S c h a e f e r  1 9 8 7 ) .  T h u s ,  a l t h o u g h  i n  a n y  g i v e n  s i t u a t i o n  
b e h a v i o u r  m a y  b e  o r d e r e d  b y  i t s  d o m i n a n c e  o r  d e g r e e  o f  i n t e r v e n t i o n ,  t h e  
c o n v e r s a t i o n a l  e v e n t s  w h i c h  a r e  a p p r o p r i a t e  f o r  u s e  a t  e a c h  l e v e l  o f  t h e  f a c e t  
m a y  v a r y  f r o m  s i t u a t i o n  t o  s i t u a t i o n .
I M P L I C A T I O N S  F O R  T H E  D E S I G N  O F  C O M P U T E R I S E D  S Y S T E M S  
I n  t h e  f i r s t  c h a p t e r  t h e  i n t r o d u c t i o n  o f  h i - t e c h n o l o g y  t o  t h e  u s e  o f  t h e  
t e l e p h o n e  w a s  m e n t i o n e d .  W h i l e  i t  w o u l d  b e  r i s k y  a t  t h i s  s t a g e  o f  
d e v e l o p m e n t  t o  s u b s t i t u t e  a  9 9 9  o p e r a t o r  w i t h  a  c o m p u t e r ,  t h e r e  a r e  o t h e r  
c a l l s  w h i c h  c o u l d  b e  h a n d l e d  b y  c o m p u t e r ,  i f  n o t  n o w  t h e n  i n  t h e  n e a r  f u t u r e .  
E x a m p l e s  w o u l d  b e  t i c k e t  b o o k i n g  l i n e s  o r  d o m e s t i c  a p p l i a n c e  f a u l t  r e p o r t i n g  
l i n e s .  T h e  f i n d i n g s  o f  t h i s  s t u d y  h a v e  i m p l i c a t i o n s  f o r  t h e  d e s i g n  o f  s u c h  
s y s t e m s .
T h e  f i r s t  a n d  m o s t  o b v i o u s  i m p l i c a t i o n  i s  t h a t  t h e r e  a p p e a r s  t o  b e  a  n e e d  f o r  
a n  e x p l i c i t  b e g i n n i n g  a n d  e n d  t o  t h e  c a l l .  T h e  b e g i n n i n g  s e r v e s  t h e  f u n c t i o n  
o f  l e t t i n g  t h e  c a l l e r  k n o w  w h o  s / h e  i s  s p e a k i n g  t o .  T h e  e n d  o f  t h e  c a l l  c a n  b e  
u s e d  t o  s i g n a l  t h a t  t h e  t a s k  i s  c o m p l e t e d  a n d ,  m o r e  i m p o r t a n t l y ,  t h a t  a c t i o n  
w i l l  n o w  b e  t a k e n .
S e c o n d l y ,  t h e r e  i s  a  n e e d  t o  u n d e r s t a n d  t h e  c a l l e r s '  e x p e c t a t i o n s  o f  t h e  c a l l .  
E a r d l e y  ( 1 9 8 3 )  f o u n d  t h a t  n e a r l y  6 0 %  o f  t h e  p u b l i c  d i d  n o t  a p p r e c i a t e  t h e  
c e n t r a l i s e d  c o n t r o l  s y s t e m  u s e d  b y  t h e  f i r e  b r i g a d e .  T h i s  w o u l d  a f f e c t  t h e i r  
e x p e c t a t i o n s  o f  w h a t  s h o u l d  h a p p e n  i n  a  9 9 9  c a l l .  T h e  c o n c e p t  o f  a  ' s c r i p t '  h a s  
b e e n  u s e d  t o  r e f e r  t o  a n  a b s t r a c t  s u m m a r y  o f  t h e  e v e n t s  l i k e l y  t o  o c c u r  i n  a  
s i t u a t i o n  ( S c h a n k  a n d  A b e l s o n ,  1 9 7 7 ) .  T h e s e  ' s c r i p t s '  a r e  u s e d  t o  e n a b l e  a  
c o m p u t e r  t o  g i v e  i n t e l l i g e n t  a n s w e r s  t o  q u e s t i o n s  a b o u t  a  s i t u a t i o n  w i t h o u t  
h a v i n g  a l l  t h e  i n f o r m a t i o n .  F o r  e x a m p l e ,  a  r e s t a u r a n t  s c r i p t  h a s  o r d e r i n g  
f o o d  a s  a n  e x p e c t e d  e v e n t .  E v e n  i f  f o o d  i s  n o t  m e n t i o n e d  i n  a  s p e c i f i c
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r e s t a u r a n t  s i t u a t i o n  ( " I  w e n t  t o  C h a r l i e  C h a n ' s  l a s t  n i g h t  a n d  s a w  M a r j o r i e  
w i t h  a n  o l d e r  m a n " ) ,  a  s c r i p t  a l l o w s  a  c o m p u t e r  t o  a n s w e r  t h a t  s / h e  a l s o  
o r d e r e d  a n d  a t e  s o m e  f o o d .  I n  t h e  c a s e  o f  h u m a n - c o m p u t e r  t e l e p h o n e  c a l l s  
t h e  u s e  o f  ' s c r i p t '  c o u l d  r e f e r  t o  t h e  c a l l e r ' s  m e n t a l  r e p r e s e n t a t i o n  o f  t h e  l i k e l y  
c o u r s e  o f  e v e n t s  d u r i n g  t h e  c o n v e r s a t i o n .  T h i s  ' s c r i p t '  m a y  b e  c o h e r e n t  o r  
f u z z y ,  d e p e n d i n g  o n  t h e  s i t u a t i o n .  T h u s  a  c a l l e r  r i n g i n g  t o  b o o k  t h e a t r e  
t i c k e t s  m a y  e x p e c t  t o  n a m e  a t  l e a s t  t h e  p e r f o r m a n c e  a n d  d a t e  r e q u i r e d .  T h e  
s y s t e m  c o u l d  t h e r e f o r e  b e  d e s i g n e d  t o  e x p e c t  t h e s e  p i e c e s  o f  i n f o r m a t i o n  a n d  
s e a r c h  t h e  c a l l e r ' s  s p e e c h  f o r  t h e m  b e f o r e  p r o c e e d i n g  t o  a s k  f o r  f u r t h e r  d e t a i l s .  
T h i s  i s  l i n k e d  t o  t h e  n e e d  t o  t r e a t  d i f f e r e n t  t o p i c s  i n  d i f f e r e n t  w a y s .  O n c e  t h e  
c a l l e r ' s  ' s c r i p t '  i s  u n d e r s t o o d  i t  s h o u l d  b e  p o s s i b l e  t o  d i f f e r e n t i a t e  t o p i c s  o n  
t h e  b a s i s  o f  t h e  e a s e  w i t h  w h i c h  t h e y  c a n  b e  a d d r e s s e d  a n d  d e c i d e  o n  h o w  t h e  
s y s t e m  s h o u l d  d e a l  w i t h  e a c h  o n e .
A  t h i r d  i m p l i c a t i o n  r e g a r d s  c h e c k i n g  a n d  f e e d b a c k .  I t  i s  o b v i o u s  t h a t  a n y  
c o m p u t e r  s y s t e m  w o u l d  n e e d  t o  c h e c k  t h e  i n f o r m a t i o n  i t  h a s  r e c e i v e d .  W h a t  
i s  a p p a r e n t  f r o m  e m e r g e n c y  c a l l s  i s  t h a t  c h e c k i n g  i s  n o t  o n l y  n e e d e d ,  b u t  i s  a n  
i n t e g r a l  p a r t  o f  t e l e p h o n e  c o n v e r s a t i o n s  s u c h  a s  t h e s e .  I t  i s  n o t  n e c e s s a r i l y  
u n n a t u r a l  o r  i n t r u s i v e .  C o n s t a n t  f e e d b a c k  i s  a l s o  n e c e s s a r y  a n d  a  n a t u r a l  p a r t  
o f  t h e  i n t e r a c t i o n .  T h i s  c h e c k i n g  a n d  f e e d b a c k  m a y  a l s o  b e  u s e d  a s  a  
m e c h a n i s m  f o r  c o n t r o l ,  i n  s o  f a r  a s  t h e  f a c t  t h a t  i n f o r m a t i o n  h a s  b e e n  
r e c e i v e d  c a n  b e  u s e d  t o  s i g n a l  t o p i c  c h a n g e .  T h i s  w o u l d  b e  a n a l o g o u s  t o  t h e  
o p e r a t o r s '  u s e  o f  a s s e n t  t e r m s  f o r  b o t h  f u n c t i o n s .
I M P L I C A T I O N S  F O R  T R A I N I N G  O F  O P E R A T O R S
T h e s e  t h r e e  i m p l i c a t i o n s  a l s o  h o l d  f o r  t h e  t r a i n i n g  o f  9 9 9  o p e r a t o r s .  E a r d l e y  
( 1 9 8 3 )  r e c o m m e n d e d  a  p u b l i c  e d u c a t i o n  p r o g r a m m e  t o  e x p l a i n  i s s u e s  s u c h  a s  
c e n t r a l  c o n t r o l .  W h i l e  t h i s  w o u l d  b e  u s e f u l ,  m a k i n g  a  9 9 9  c a l l  i s  a  r a r e  e v e n t  
f o r  t h e  g e n e r a l  p u b l i c  a n d  t r a i n i n g  p e o p l e  i n  d e t a i l  f o r  a  r a r e  e v e n t  i s  n o t  
e f f i c i e n t .  T h e  c a l l s  a r e  g e n e r a l l y  q u i t e  e f f i c i e n t  a n d  i n c o r r e c t  o r  i r r e l e v a n t  
i n f o r m a t i o n  w e r e  o n l y  t w o  o f  t h e  p r o b l e m s  c i t e d  i n  c h a p t e r  5  a s  b e i n g  l i n k e d  
t o  t i m e  w a s t a g e .
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T h e r e  m a y ,  h o w e v e r ,  b e  a n  a d v a n t a g e  i n  t e a c h i n g  y o u n g  c h i l d r e n  h o w  t o  
m a k e  e m e r g e n c y  c a l l s ,  a s  t h e y  m a y  h a v e  n e i t h e r  t h e  k n o w l e d g e  o f  w h a t  i s  
r e q u i r e d  n o r  t h e  o r d i n a r y  t e l e p h o n i n g  s k i l l s  n e c e s s a r y .  I t  h a s  b e e n  s h o w n  
( J o n e s ,  1 9 8 0 )  t h a t  i t  i s  p o s s i b l e  t o  t e a c h  f o u r  a n d  f i v e  y e a r  o l d  c h i l d r e n  t o  m a k e  
e m e r g e n c y  c a l l s  c o r r e c t l y ,  a l t h o u g h  d a i l y  1 5 - 2 0  m i n u t e  s e s s i o n s  o v e r  2  w e e k  
w e r e  r e q u i r e d .
S i m p l y  b e c a u s e  t h e y  d e a l  w i t h  t h e  s i t u a t i o n  e v e r y  d a y ,  t r a i n i n g  o p e r a t o r s  t o  
d e a l  w i t h  t h e  p u b l i c  m a k e s  m o r e  s e n s e  t h a n  t r a i n i n g  t h e  g e n e r a l  p u b l i c .  I t  
s h o u l d  b e  n o t e d  t h a t  t h e  o p e r a t o r s  w h o  t o o k  c a l l s  i n  t h i s  s a m p l e  o n l y  
r e c e i v e d  t r a i n i n g  i n  t h e  u s e  o f  e q u i p m e n t ,  n o t  i n  h o w  t o  d e a l  w i t h  t h e  c a l l  
i t s e l f .  F o r  t h i s  t h e y  r e l i e d  o n  t h e i r  o w n  s o c i a l  s k i l l s .  F r o m  t h e  d a t a  p r e s e n t e d  
h e r e  i t  w o u l d  a p p e a r  t h a t  t h e s e  s k i l l s  w e r e  q u i t e  a d e q u a t e  t o  d e a l  e f f i c i e n t l y  
w i t h  t h e  m a j o r i t y  o f  c a l l s .  T h e  v a l u e  o f  t r a i n i n g  w o u l d  b e  i n  i n c r e a s i n g  
e f f i c i e n c y  f o r  a l l  c a l l s  a n d  i n  g i v i n g  o p e r a t o r s  s k i l l s  t o  d e a l  w i t h  t h e  t y p e s  o f  
p r o b l e m s  o u t l i n e d  i n  c h a p t e r  5  a n d  b y  E a r d l e y  ( 1 9 8 3 ) .
W h i l e  t h i s  t r a i n i n g  s h o u l d  a d d r e s s  t h e  i s s u e s  o f  f e e d b a c k  t o  t h e  c a l l e r  a n d  
g e n e r a l  c o n v e r s a t i o n  m a n a g e m e n t  s k i l l s ,  a n  i m p o r t a n t  e l e m e n t  i n  t h i s  
t r a i n i n g  w o u l d  b e  a n  u n d e r s t a n d i n g  o f  t h e  c a l l e r ' s  9 9 9  ' s c r i p t ' .  T h e  d i f f e r e n c e  
i n  d e a l i n g  w i t h  e x p e c t e d  a n d  u n e x p e c t e d  i n f o r m a t i o n  i s  b e s t  s h o w n  b y  t h e  
f i n d i n g  t h a t  w h i l e  a l l  q u e s t i o n s  a b o u t  t h e  r o a d  n a m e  w e r e  a n s w e r e d  b y  t h e  
c a l l e r ,  1 3 %  o f  t h o s e  a b o u t  t h e  n e a r e s t  s i d e  t u r n i n g  w e r e  n o t .  T h i s  d i f f e r e n c e  
m a y  b e  e x p l a i n e d  b y  t h e  f a c t  t h a t  o n l y  t h e  r o a d  n a m e  i s  p a r t  o f  t h e  c a l l e r s  
e x p e c t a t i o n s  o f  a n  a d d r e s s .  I t  i s  p r o b a b l e  t h a t  o p e r a t o r s  a l r e a d y  h a v e  a n  
i m p l i c i t  u n d e r s t a n d i n g  o f  c a l l e r s '  e x p e c t a t i o n s ,  b u t  t h i s  u n d e r s t a n d i n g  n e e d s  
t o  b e  m a d e  e x p l i c i t .  T h i s  w o u l d  e n a b l e  o p e r a t o r s  t o  d e a l  m o r e  e f f i c i e n t l y  w i t h  
a  c a l l e r  w h o  d o e s  n o t  r e a l i s e  t h a t  t h e  o p e r a t o r  m a y  b e  f i v e  m i l e s  a w a y ,  
l o o k i n g  n o t  e v e n  a t  a  m a p  b u t  a t  a  l i s t  o f  s t r e e t s  a n d  w i t h o u t  a n y  k n o w l e d g e  
o f  l o c a l  l a n d m a r k s .
T h e  s a m e  t r a i n i n g  c o n s i d e r a t i o n s  a p p l y  t o  o t h e r  p r o f e s s i o n a l s  w h o  h a v e  
t e l e p h o n e  c o n t a c t  w i t h  t h e  p u b l i c .  I n  e a c h  c a s e  t h e  c a l l e r ' s  e x p e c t a t i o n s  n e e d  
t o  b e  u n d e r s t o o d ,  e s p e c i a l l y  a s  t h e y  r e l a t e  t o  d i f f e r e n t  s e c t i o n s  o f  t h e  c a l l .
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I n  c a l l s  w i t h  f e w e r  t i m e  c o n s t r a i n t s  t h e r e  i s  n o  r e a s o n  w h y  u n e x p e c t e d  
q u e s t i o n s  s h o u l d  n o t  b e  p r e f a c e d  w i t h  a n  e x p l a n a t i o n .  T h i s  w o u l d  b e  t r u e  
p a r t i c u l a r l y  f o r  a d v i c e  c e n t r e s ,  w h e r e  t h e  a d v i s e r  m a y  n e e d  t o  c a r r y  o u t  t h e  
e q u i v a l e n t  o f  m e d i c a l  h i s t o r y  t a k i n g  i n  o r d e r  t o  f u l l y  u n d e r s t a n d  t h e  c a l l e r ' s  
p r o b l e m .  T h e r e  i s  a  n e e d  t o  g u a r d  a g a i n s t  t h e  p r o f e s s i o n a l  b e c o m i n g  s o  
f a m i l i a r  w i t h  t h e  s y s t e m  t h a t  t h e y  o p e r a t e  a n d  w i t h  i t s  j a r g o n  t h a t  t h e y  n o  
l o n g e r  c o n s i d e r  t h e i r  q u e s t i o n s  f r o m  t h e  c a l l e r ' s  p e r s p e c t i v e .  A n  
u n d e r s t a n d i n g  o f  t h e  c a l l e r ' s  e x p e c t a t i o n s  w o u l d  b e  u s e f u l  h e r e .
O n e  p o s s i b l e  e x t e n s i o n  o f  p r o f e s s i o n a l  -  p u b l i c  c a l l s  i s  i n  t h e  a r e a  o f  f a u l t -  
l i n e s .  T h e  u s e  o f  s u c h  s e r v i c e s  i s  q u i t e  c o m m o n  w i t h  c o m p u t e r  h a r d w a r e  
a n d  s o f t w a r e .  R a t h e r  t h a n  c a l l i n g  o u t  a  s e r v i c e  e n g i n e e r ,  t h e  c u s t o m e r  
e x p l a i n s  h i s  p r o b l e m  t o  t h e  m a n u f a c t u r e r  o r  p u b l i s h e r  o v e r  t h e  p h o n e  a n d  i s  
g u i d e d  t h r o u g h  a  c h e c k i n g  s y s t e m .  T h i s  h e l p s  t o  p i n - p o i n t  t h e  p r o b l e m  a n d  
e v e n  t o  p r o v i d e  s o l u t i o n s .
G i v e n  s u f f i c i e n t  u n d e r s t a n d i n g  o f  t h e  p u b l i c ' s  k n o w l e d g e  a n d  l e v e l  o f  
c o m p e t e n c e  t h e r e  i s  n o  r e a s o n  w h y  t h i s  s y s t e m  c o u l d  n o t  b e  e x t e n d e d  t o  s o m e  
h o u s e h o l d  a p p l i a n c e s .  I t  m a y  b e  s o m e  t i m e  b e f o r e  t h e  g e n e r a l  p u b l i c  i s  
s u f f i c i e n t l y  s o p h i s t i c a t e d  t o  a c t u a l l y  f i x  s u c h  a p p l i a n c e s  a s  w a s h i n g  m a c h i n e s  
o r  t e l e v i s i o n  s e t s .  A  f a u l t - l i n e  c o u l d ,  h o w e v e r ,  b e  u s e d  f o r  f a u l t  d i a g n o s i s  
o n l y .  T h i s  w o u l d  r e d u c e  t h e  n e e d  f o r  a  c a l l - o u t  i f  t h e  p r o b l e m  w a s  f o u n d  t o  
b e  s i m p l e ,  o r  w o u l d  a t  l e a s t  e n s u r e  t h a t  t h e  c o r r e c t  p a r t s  w e r e  a v a i l a b l e  f o r  t h e  
s e r v i c e  e n g i n e e r .  T h i s  s e r v i c e  w o u l d  r e q u i r e  t r a i n i n g  o f  o p e r a t o r s  s o  t h a t  
t h e y  c o u l d  d e a l  w i t h  n a i v e  c a l l e r s '  t e r m i n o l o g y  a n d  c o u l d  i s s u e  s i m p l e  a n d  
u n a m b i g u o u s  i n s t r u c t i o n .
T h e  s a m e  p r i n c i p l e  o f  u n d e r s t a n d i n g  c a l l e r s '  e x p e c t a t i o n s  a p p l i e s  t o  c a s e s  
w h e r e  t h e  c a l l e r  m a y  n e e d  t o  p r e p a r e  f o r  t h e  c a l l  i n  a d v a n c e .  A  c a l l e r  c a n  b e  
s e n t  a  c h e c k - l i s t ,  b u t  t h i s  l i s t  s h o u l d  i n c l u d e  e x p l a n a t i o n  f o r  w h y  c e r t a i n  i t e m s  
a r e  n e e d e d ,  j u s t  a s  e x p l a n a t i o n  w o u l d  b e  n e e d e d  f o r  u n e x p e c t e d  i t e m s  i n  
c o n v e r s a t i o n .
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I n s t r u c t i o n  r e v e r s e s  t h e  s i t u a t i o n  f o u n d  i n  9 9 9  c a l l s ,  i n  t h a t  t h e  e x p e r t  
i n s t r u c t s  ( i . e .  O f f e r s )  w h i l e  t h e  n o v i c e  r e q u e s t s  i n f o r m a t i o n .  T h e  e x p e r t ' s  
i n s t r u c t i o n s  f o r  a  t a s k  c a n  b e  r e p r e s e n t e d  i n  h i e r a r c h i c a l  f o r m ,  w i t h  t h e  
o v e r a l l  g o a l  b e i n g  t h e  h i g h e s t  l e v e l  a n d  d e t a i l e d  i n s t r u c t i o n s  f o r m i n g  t h e  
l o w e s t  l e v e l .  T h e  e x p e r t  m u s t  t h e n  c h a n g e  l e v e l s  a c c o r d i n g  t o  t h e  n o v i c e ' s  
r e q u e s t s  ( W i n t e r m a n t e l  a n d  S i e g e r s  t e t t e r ,  1 9 8 9 ) .  I f ,  f o r  e x a m p l e ,  a n  e x p e r t  
s a y s  " T a k e  t h e  l i d  o f f "  a n d  t h e  n o v i c e  r e p l i e s  w i t h  t h e  q u e s t i o n  " H o w ? " ,  t h e n  
t h e  e x p e r t  m u s t  m o v e  d o w n  t h e  h i e r a r c h y  t o  d e t a i l  t h e  c o m p o n e n t  a c t i o n s  
i n v o l v e d  i n  t a k i n g  a  l i d  o f f .
T h i s  h i e r a r c h i c a l  a p p r o a c h  c o u l d  a l s o  b e  u s e d  i n  e l i c i t i n g  i n f o r m a t i o n .  I f  t h e  
i n f o r m a t i o n  t o  b e  e l i c i t e d  c a n  b e  r e p r e s e n t e d  h i e r a r c h i c a l l y ,  t h e n  t h e  e x p e r t  
s h o u l d  c o n c e n t r a t e  o n  s t a r t i n g  a t  t h e  t o p  o f  o n e  b r a n c h  a n d  m o v i n g  d o w n .  I t  
h a s  b e e n  f o u n d  ( M e y e r ,  1 9 7 7 )  t h a t  q u e s t i o n s  r e g a r d i n g  i n f o r m a t i o n  o n  h i g h e r  
h i e r a r c h i c a l  l e v e l s  c a n  b e  a n s w e r e d  b e t t e r  t h a n  q u e s t i o n s  a b o u t  i n f o r m a t i o n  
a t  l o w e r  l e v e l s .
D I R E C T I O N S  F O R  F U R T H E R  R E S E A R C H
I n  t h e s e  c a l l s  d i f f e r e n t  s t r a t e g i e s  w e r e  u s e d  f o r  d i f f e r e n t  t o p i c s .  T h e r e  w a s ,  
h o w e v e r ,  o n l y  o n e  t a s k ,  e v e n  t h o u g h  i t  c o u l d  b e  b r o k e n  d o w n  i n t o  t o p i c s .  I t  
w o u l d  b e  i n t e r e s t i n g  t o  s t u d y  c o n v e r s a t i o n s  w h e r e  t w o  o r  m o r e  t a s k s  h a v e  t o  
b e  c o m p l e t e d .  T h e  t w o  t a s k s  c o u l d  s i m p l y  i n v o l v e  i n f o r m a t i o n  f l o w i n g  i n  
t w o  d i r e c t i o n s .  A n  e x a m p l e  w o u l d  b e  w h e r e  o n e  p a r t y  n e e d e d  t o  g a t h e r  
i n f o r m a t i o n  a n d  t h e n  i s s u e  i n s t r u c t i o n s .  T h i s  w o u l d  a l l o w  c o n v e r s a t i o n  
m a n a g e m e n t  u s e d  i n  t h e  t w o  t a s k s  t o  b e  c o m p a r e d  a n d  c o n t r a s t e d .  I t  w o u l d  
b e  o f  p a r t i c u l a r  i n t e r e s t  t o  e x a m i n e  w h e t h e r  r o l e s  s w i t c h  i n  a  c o n v e r s a t i o n  
w h e r e  i n f o r m a t i o n  f l o w  i s  t w o - w a y .
T h i s  s t u d y  c o n c e n t r a t e d  o n  o n e  e m e r g e n c y  s e r v i c e ,  f i r e ,  d e a l i n g  w i t h  a  
l i m i t e d  r a n g e  o f  i n c i d e n t s .  T h e  f i r e  s e r v i c e  i s  u n u s u a l  f o r  s e v e r a l  r e a s o n s .  
T i m e  i s  c r i t i c a l  f o r  t h i s  s e r v i c e ,  f i r s t  b e c a u s e  f i r e s  d e v e l o p  r a p i d l y  a n d  s e c o n d  
b e c a u s e  t h i s  i s  t h e  o n l y  s e r v i c e  w h e r e  a t t e n d a n c e  t i m e s  a r e  l a i d  d o w n  b y  
s t a t u t e .  A l s o ,  t h e  f i r e  b r i g a d e  a t t e n d  a l l  c a l l s  w h e r e  f i r e  o r  t h e  d a n g e r  o f  f i r e  i s
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r e p o r t e d ,  w h e t h e r  o r  n o t  t h e y  f e e l  t h a t  t h e  r e p o r t  i s  g e n u i n e .  T h e  o t h e r  t w o  
e m e r g e n c y  s e r v i c e s ,  a m b u l a n c e  a n d  p o l i c e ,  d e a l  w i t h  a  w i d e r  r a n g e  o f  
s i t u a t i o n s  a n d  w i t h  a  w i d e r  r a n g e  o f  t i m e  s c a l e s .  T h e y  a l s o  h a v e  s o m e  o p t i o n  
w i t h  r e g a r d  t o  a t t e n d i n g  t h e  i n c i d e n t  a n d  w i t h  g i v i n g  s o m e  i n c i d e n t s  p r i o r i t y  
t o  o t h e r s .  T h e  o p e r a t o r  m a y  t h e r e f o r e  r e q u i r e  m o r e  i n f o r m a t i o n  a n d  t h e  
f o r m  o f  t h e  i n f o r m a t i o n  n e e d e d  m a y  v a r y  f r o m  i n c i d e n t  t o  i n c i d e n t .  A  
c o m p a r i s o n  o f  e m e r g e n c y  c a l l s  a c r o s s  s e r v i c e s  w o u l d  h i g h l i g h t  d i f f e r e n c e s  i n  
t h e  c o n v e r s a t i o n s  w h i c h  a r e  a  f u n c t i o n  i n  d i f f e r e n c e s  o f  t h e  t a s k s .  A  
c o m p a r a t i v e  s t u d y  w o u l d  a l s o  h i g h l i g h t  w h i c h  e l e m e n t s  o f  c o n t e x t  a r e  
c o n s t a n t  a c r o s s  d i f f e r e n t  t y p e s  o f  e m e r g e n c y  c a l l s .  I t  i s  p r o b a b l e ,  f o r  e x a m p l e ,  
t h a t  w h i l e  t h e  o p e r a t o r s '  t a s k  a n d  s t y l e  m a y  d i f f e r  a c r o s s  s e r v i c e s ,  t h e  c a l l e r s '  
w o u l d  r e m a i n  r e l a t i v e l y  s t a b l e .  F o r  t h e  n a i v e  c a l l e r  e a c h  s i t u a t i o n  i s  a n  
e m e r g e n c y  a n d  a s  s / h e  i s  n o t  a w a r e  o f  o r g a n i s a t i o n a l  f a c t o r s  w i t h i n  t h e  
v a r i o u s  s e r v i c e s ,  t h e s e  s h o u l d  n o t  a f f e c t  s p e e c h  s t y l e .
T w o  m o r e  p r a c t i c a l  i s s u e s  c a l l  f o r  r e s e a r c h .  F i r s t ,  i t  h a s  b e e n  s u g g e s t e d  a b o v e  
t h a t  t h e  t r a i n i n g  o f  o p e r a t o r s  s h o u l d  e m p h a s i s e ,  n o t  o n l y  f e e d b a c k  s k i l l s ,  b u t  
a l s o  t h e  n e e d  t o  u n d e r s t a n d  c a l l e r s '  e x p e c t a t i o n s  a n d  t o  d e a l  w i t h  d i f f e r e n t  
t y p e s  o f  i n f o r m a t i o n  i n  d i f f e r e n t  w a y s .  I n  f a c t  t h e  o p e r a t o r s  w h o  t o o k  p a r t  i n  
t h i s  s t u d y  w e r e  t r a i n e d  o n l y  i n  c o n t r o l  r o o m  p r o c e d u r e s  a n d  t h e  u s e  o f  t h e  
e q u i p m e n t .  T h e  l o n g e s t  c a l l  t o  a  g e n u i n e  i n c i d e n t  i n  t h i s  s a m p l e  l a s t e d  t w o  
m i n u t e s  1 0  s e c o n d s .  A t  t h e  e n d  o f  t h a t  t i m e  t h e  o p e r a t o r  w a s  s t i l l  t r y i n g  t o  g e t  
t h e  n a m e  o f  t h e  n e a r e s t  m a i n  r o a d ,  e s s e n t i a l  i n f o r m a t i o n  i n  t h e  c a s e  o f  t h a t  
c a l l .  T w o  m i n u t e s  m a y  n o t  s e e m  a  l o n g  t i m e  f o r  a  c a l l  u n t i l  t h e  c a r e f u l l y  
d r i l l e d  s e q u e n c e  o f  e v e n t s  w h i c h  f o l l o w  t h e  c a l l  a r e  c o n s i d e r e d .  I f  t i m e  w e r e  
n o t  s o  i m p o r t a n t  i n  f i r e  i n c i d e n t s ,  f i r e m e n  w o u l d  w a l k  d o w n  s t a i r s  t o  r e a c h  
t h e  f i r e  a p p l i a n c e s  i n s t e a d  o f  s l i d i n g  d o w n  a  p o l e .  O n c e  t h e  ' s h o u t '  r e a c h e s  a  
l o c a l  f i r e  b r i g a d e  s t a t i o n  e v e r y t h i n g  p o s s i b l e  i s  d o n e  t o  c u t  t i m e  a s  a p p l i a n c e s  
r u s h ,  s i r e n s  b l a r i n g ,  t o  t h e  i n c i d e n t .  I f  t h e  c a l l  r e c e i p t  s y s t e m  c o u l d  k e e p  t o  
w i t h i n  1 0  s e c o n d s  o f  i t s  a v e r a g e  c a l l  l e n g t h  o f  4 5  s e c o n d s ,  o n e  m i n u t e  1 5  
s e c o n d s  c o u l d  h a v e  b e e n  s a v e d  i n  t h a t  o n e  c a s e .  I t  w o u l d  t h e r e f o r e  b e  o f  
a p p l i e d  i n t e r e s t  t o  e x a m i n e  w h e t h e r  c o n v e r s a t i o n a l  s k i l l s  t r a i n i n g  c o u l d  
m a k e  o p e r a t o r s  m o r e  e f f i c i e n t ,  e i t h e r  i n  t e r m s  o f  r e d u c i n g  t h e  a v e r a g e  t i m e  
t a k e n  f o r  a  c a l l  o r  i n  t e r m s  o f  r e d u c i n g  t h e  r a n g e  o f  t i m e s .
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S e c o n d ,  t h i s  s t u d y  e x a m i n e d  o n l y  g e n u i n e  c a l l s  t o  i n c i d e n t s .  N o w  t h a t  
s o m e t h i n g  i s  k n o w n  a b o u t  t h e s e  c a l l s  i t  m a y  b e  p o s s i b l e  t o  m a k e  p r e d i c t i o n s  
a b o u t  t h e  d i f f e r e n c e  b e t w e e n  g e n u i n e  a n d  m a l i c i o u s  c a l l s .  I t  h a s  a l r e a d y  b e e n  
s h o w n  ( C o m b e r  a n d  C a n t e r ,  1 9 8 3 )  t h a t  i t  i s  p o s s i b l e  t o  d i f f e r e n t i a t e  m a l i c i o u s  
a n d  n o n - m a l i c i o u s  c a l l s  o n  t h e  b a s i s  o f  n o n - v e r b a l  c u e s .  T h e  f i n d i n g s  i n  t h e  
p r e s e n t  s t u d y  s u g g e s t  t h a t  i t  m a y  a l s o  b e  p o s s i b l e  t o  d i f f e r e n t i a t e  m a l i c i o u s  
f r o m  n o n - m a l i c i o u s  c a l l e r s  o n  t h e  b a s i s  o f  t h e  c o n t e n t  o f  t h e i r  s p e e c h .  A s  
m a l i c i o u s  c a l l e r s  a r e  u n d e r  n o  r e a l  t i m e - c o n s t r a i n t s  t h e y  m a y ,  f o r  i n s t a n c e ,  
i n t e r r u p t  t h e  o p e r a t o r  l e s s  t h a n  g e n u i n e  c a l l e r s .  I t  i s  a l s o  p o s s i b l e  t h a t  p e o p l e  
w h o  m a k e  r e p e a t  m a l i c i o u s  c a l l s  m a y  s h o w  s i g n s  o f  h a v i n g  a  c o m p l e t e  a n d  
w e l l  d e v e l o p e d  s c r i p t  f o r  t h e  s i t u a t i o n .  I n  p a r t i c u l a r  t h e y  m a y  o f f e r  
i n f o r m a t i o n  a b o u t  t h e  n e a r e s t  s i d e - s t r e e t ,  i n f o r m a t i o n  w h i c h  i s  n o r m a l l y  
e l i c i t e d  b y  t h e  o p e r a t o r .  T h i s  s u g g e s t s  t h a t  i t  m a y ,  i n d e e d ,  b e  p o s s i b l e  t o  
d i s t i n g u i s h  b e t w e e n  d i f f e r e n t  t y p e s  o f  m a l i c i o u s  c a l l e r ,  f o r  e x a m p l e  b e t w e e n  
o p p o r t u n i s t  a n d  r e p e a t  c a l l e r s .
S o m e  o f  t h e  i m p l i c a t i o n s  o f  t h i s  s t u d y  f o r  t h e  e x a m i n a t i o n  o f  c o n t r o l  a n d  
i n t e r a c t i o n  m a n a g e m e n t  h a v e  b e e n  o u t l i n e d  a b o v e .  T h e  m a j o r  i m p l i c a t i o n  
i s  t h e  i m p o r t a n c e  o f  t h e  c o n t e x t  o f  t h e  i n t e r a c t i o n  s i t u a t i o n ,  a n d  i n  p a r t i c u l a r  
t h e  i n t e r a c t i o n  t a s k ,  t o  t h e  s t r u c t u r e  o f  t h e  c o n v e r s a t i o n .  I t  m a y  t h e r e f o r e  
s e e m  t h a t  t h e  n e x t  f r u i t f u l  s t e p  i s  t o  d e v i s e  a  s e t  o f  e x p e r i m e n t s  w h e r e  t h e  
i n t e r a c t i o n  c o n t e x t  c o u l d  b e  m a n i p u l a t e d .  T h e  s i t u a t i o n  a n d  t a s k  c a n  r e a d i l y  
b e  m a n i p u l a t e d  i n  a  l a b o r a t o r y .  L e e t - P e l l e g r i n i  ( 1 9 8 0 )  f o r  e x a m p l e ,  u s e d  a  
p r o b l e m  s o l v i n g  t a s k ,  t h u s  p l a c i n g  i n t e r a c t a n t s  i n  a  t a s k - o r i e n t e d  s i t u a t i o n .
I n  c o n t r a s t ,  M u l a c  ( 1 9 8 9 )  u s e d  a  d i s c u s s i o n  o f  s u c h  i t e m s  a s  " W h a t  a r e  t h e  b e s t  
w a y s  t o  s p e n d  a  v a c a t i o n ? " ,  t h u s  e n c o u r a g i n g  a  m o r e  s o c i a l l y  o r i e n t e d  
c o n v e r s a t i o n .  T h i s  a b i l i t y  t o  c o n t r o l  t h e  i n t e r a c t i o n  s i t u a t i o n  i s  t h e  m a j o r  
a d v a n t a g e  o f  l a b o r a t o r y  e x p e r i m e n t s .  I t  c a n  b e  s e e n  t h a t  t h e  s t u d y  o f  
e m e r g e n c y  c a l l s  c o u l d  b e  t r e a t e d  m o r e  r i g o u r o u s l y  i f  e x p e r i m e n t a l  c o n t r o l  
w e r e  p o s s i b l e .  S u c h  c o n t r o l  w o u l d  a l l o w  t h e  i n c l u s i o n  o f  a  f a c e - t o - f a c e  
c o n d i t i o n  a n d  b a l a n c i n g  t h e  n u m b e r  o f  m e n  a n d  w o m e n ;  e a c h  s u b j e c t  c o u l d  
a c t  i n  e a c h  r o l e  o r  t h e  s a m e  d y a d s  c o u l d  b e  c o m p a r e d  i n  a  t a s k - o r i e n t e d  a n d  a  
s o c i a l  c o n t e x t .
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I t  w o u l d  s e e m ,  h o w e v e r ,  t h a t  a  n u m b e r  o f  t h e  f i n d i n g s  i n  t h e  p r e s e n t  s t u d y  
m i g h t  n o t  e m e r g e  f r o m  e x p e r i m e n t a l  w o r k .  F o r  e x a m p l e ,  w h e r e a s  L e e t -  
P e l l e g r i n i  ( 1 9 8 0 )  f o u n d  i n  a n  e x p e r i m e n t a l  t a s k - o r i e n t e d  s i t u a t i o n  t h a t  m a l e s  
n o m i n a t e d  a s  e x p e r t s  h a d  a  m o r e  ' e x p e r t '  s p e e c h  s t y l e  t h a n  d i d  w o m e n  
s i m i l a r l y  n o m i n a t e d  a s  e x p e r t s ,  t h e r e  w e r e  n o  s e x  d i f f e r e n c e s  b e t w e e n  9 9 9  
o p e r a t o r s  o f  e i t h e r  s e x  i n  t h e i r  u s e  o f  i n t e r r u p t i o n s ,  b u t  w o m e n  o p e r a t o r s  
s p o k e  m o r e  t h a n  d i d  m a l e  o p e r a t o r s .  I t  w o u l d  a p p e a r ,  t h e r e f o r e ,  t h a t  a  
s i m u l a t e d  r o l e  a n d  a  r e a l  r o l e  h a v e  d i f f e r e n t  i m p l i c a t i o n s  f o r  b e h a v i o u r .
T h e  p r o b l e m  w i t h  l a b o r a t o r y  s t u d i e s  i s  t h a t  w h i l e  t h e r e  i s  a  g a i n  i n  c o n t r o l ,  
t h e  r e a l i t y  o f  t h e  c o n t e x t  i s  l o s t .  T o  s t u d y  9 9 9  c a l l s  i n  a  l a b o r a t o r y ,  t h e  
' o p e r a t o r '  a n d  ' c a l l e r '  c o u l d  e n g a g e  i n  r o l e - p l a y .  T i m e  c o n s t r a i n t s  c o u l d  b e  
i m p o s e d  b y  t h e  e x p e r i m e n t e r .  H o w e v e r ,  n o  m a t t e r  h o w  r e a l i s t i c  a  s i t u a t i o n  
w a s  d e v i s e d ,  w i t h i n  t h e  b o u n d s  o f  e t h i c a l  c o n s i d e r a t i o n s ,  t h e r e  w o u l d  b e  n o  
r e a l  i n c i d e n t ,  n o  d a n g e r  t o  l i f e  o r  p r o p e r t y .  T h e  p o i n t  a b o u t  r e a l  u r g e n c y  a n d  
r e a l  t i m e  c o n s t r a i n t s  i s  t h a t  t h e y  c a n n o t  b e  s i m u l a t e d .
F u r t h e r m o r e ,  i n  n a t u r a l l y  o c c u r r i n g  c a l l s  t h e  r o l e s  p l a y e d  b y  i n t e r a c t a n t s  a r e  
n o t  s i m p l y  d e f i n e d  b y  t h e i r  t a s k ,  b u t  a l s o  b y  t h e  e x p e r i e n c e  o f  l a c k  o f  i t  t h a t  
t h e y  b r i n g  t o  t h e  s i t u a t i o n .  F o r  a  c a l l e r ,  m a k i n g  a  9 9 9  c a l l  i s  a n  u n u s u a l  e v e n t .  
F o r  t h e  o p e r a t o r  t h e  9 9 9  c a l l  i s  p a r t  o f  e v e r y d a y  w o r k  a n d ,  w h i l e  t h e y  h a v e  n o  
t r a i n i n g ,  t h e y  h a v e  m o r e  e x p e r i e n c e  t h a n  c o u l d  b e  a c h i e v e d  i n  a n y  b u t  t h e  
m o s t  a m b i t i o u s  e x p e r i m e n t .
I t  a p p e a r s ,  t h e r e f o r e ,  t h a t  t h e r e  a r e  c e r t a i n  c o n v e r s a t i o n a l  s i t u a t i o n s ,  o f  w h i c h  
9 9 9  c a l l s  a r e  a n  e x a m p l e ,  w h i c h  c a n n o t  b e  e x a m i n e d  i n  a  l a b o r a t o r y .  T h e s e  
c o n v e r s a t i o n s  c a n  b e  i n t e r e s t i n g  m a t e r i a l  f o r  r e s e a r c h  f o r  t w o  c o n n e c t e d  
r e a s o n s .  F i r s t ,  t h e y  t e n d  t o  b e  o f  m o r e  i n t r i n s i c  i n t e r e s t  t h a n  c o n v e r s a t i o n s  
b e t w e e n  u n d e r g r a d u a t e s  g e t t i n g  a c q u a i n t e d .  S e c o n d ,  b e c a u s e  o f  t h e  
i m p o r t a n c e  o f  c o n t e x t ,  t h e y  t h r o w  l i g h t  o n  t h e o r e t i c a l  i s s u e s  i n  t h e  u s e  o f  
s p e e c h  a n d  l a n g u a g e .  T w o  e x a m p l e  f r o m  r e s e a r c h  i l l u s t r a t e  t h i s  p o i n t .  T h e  
f i r s t  i s  R u t t e r ' s  ( 1 9 8 4 )  s t u d y  o f  c u e l e s s n e s s  i n  n a t u r a l  c o n v e r s a t i o n s ,  w h i c h  h a s
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a l r e a d y  b e e n  c i t e d .  T h e  s e c o n d  i s  A r o n s s o n ,  J o n s s o n  a n d  L i n e l l ' s  ( 1 9 8 7 )  s t u d y  
o f  s p e e c h  a c c o m m o d a t i o n  i n  a  c o u r t r o o m  s e t t i n g .
R u t t e r  ( 1 9 8 4 )  r e p l i c a t e d  f i n d i n g s  o n  t h e  e f f e c t  o f  c u e l e s s n e s s  o n  t h e  c o n t e n t ,  
s t y l e  a n d  o u t c o m e  o f  i n t e r a c t i o n s  f i r s t  f o u n d  i n  e x p e r i m e n t a l  w o r k  i n  a  s t u d y  
o f  n a t u r a l l y  o c c u r r i n g  i n t e r a c t i o n ,  O p e n  U n i v e r s i t y  t u t o r i a l s .  H o w e v e r ,  t h e  t  
s p e c i f i c  f i n d i n g s  f o r  t h e  c o n t e n t  o f  s p e e c h  w e r e  n o t  a c t u a l l y  t h o s e  p r e d i c t e d .  
W h a t  w a s  f o u n d  w a s  t h a t  t h e  e f f e c t s  o f  c u e l e s s n e s s  o n  t h e  i n t e r a c t a n t s '  s p e e c h  
c o u l d  b e  e x p l a i n e d  b y  t h e  c o n t e x t  o f  t h e  i n t e r a c t i o n s ,  a n d  i n  p a r t i c u l a r  b y  t h e  
r o l e s  o f  t h e  i n t e r a c t a n t s  i n  t h a t  s i t u a t i o n .  T h a t  i s ,  c u e l e s s n e s s  l e d  t o  i n c r e a s e d  
r o l e - d i f f e r e n t i a t i o n ,  w i t h  t u t o r s  b e h a v i n g  m o r e  l i k e  t u t o r s  a n d  s t u d e n t s  m o r e  
l i k e  s t u d e n t s .  I n  n a t u r a l  c o n v e r s a t i o n s ,  t h e n ,  t h e  t h e o r y  d i d  n o t  p r e d i c t  
e f f e c t s  o n  s p e c i f i c  d e p e n d a n t  v a r i a b l e s  b u t  r a t h e r  t h e  i n t e r a c t i n g  e f f e c t s  o f  t h e  
i n d e p e n d e n t  v a r i a b l e  a n d  t h e  c o n t e x t .
I n  t h e  s e c o n d  e x a m p l e  A r o n s s o n  e t  a l  ( 1 9 8 7 )  s t u d i e d  t h e  s p e e c h  b e h a v i o u r  o f  
l a w y e r s  a n d  d e f e n d a n t s  d u r i n g  a  t r i a l  f r o m  t h e  p e r s p e c t i v e  o f  s p e e c h  
a c c o m m o d a t i o n  t h e o r y  ( G i l e s  a n d  S m i t h ,  1 9 7 9 ) .  W h i l e  t h e i r  f i n d i n g s  
s u p p o r t e d  t h e  t h e o r y ,  t h e y  f o u n d  t h a t  s o m e  o f  t h e  a d j u s t m e n t s  m a d e  b y  
s p e a k e r s  c o u l d  b e  s e e n  a s  r o u t i n i s e d  a d j u s t m e n t s  t o  t h e  r o l e  o f  t h e  l i s t e n e r  i n  
t h e  s i t u a t i o n .  T h a t  i s ,  t h e  l e g a l  p r o f e s s i o n a l s  a c c o m m o d a t e d  t h e i r  s p e e c h  s t y l e  
t o  t h e  d e f e n d a n t ,  b u t  o n l y  d u r i n g  c e r t a i n  p h a s e s  o f  t h e  p r o c e e d i n g s .  D u r i n g  
s p e e c h  d i r e c t e d  a t  t h e  c o u r t ,  r a t h e r  t h a n  a t  t h e  d e f e n d a n t ,  t h e  l a w y e r s  u s e d  a  
m o r e  t e c h n i c a l  s p e e c h  s t y l e .  O n c e  a g a i n  t h e  s t u d y  o f  r e a l  l i f e  i n t e r a c t i o n  c o u l d  
t h r o w  l i g h t  o n  h o w  t h e o r y  i s  r e a l i s e d  i n  p r a c t i c e .
I t  w o u l d  t h e r e f o r e  a p p e a r  t h a t  t h e  s t u d y  o f  n a t u r a l  c o n v e r s a t i o n s  h a s  
i m p l i c a t i o n s  f o r  t h e o r y  d e v e l o p m e n t  b e y o n d  t h o s e  o f  l a b o r a t o r y  r e s e a r c h .
R e a l  c o n v e r s a t i o n s  a l l o w  a n  u n d e r s t a n d i n g  o f  h o w  a  p r o c e s s  o p e r a t e s  w i t h i n  
t h e  f r a m e w o r k  o f  t h e  g o a l s  o f  t h e  i n t e r a c t a n t s  a n d  t h e  c o n t e x t  o f  t h e  
i n t e r a c t i o n .  T h i s  u n d e r s t a n d i n g  i s  e s s e n t i a l  t o  t h e  d e v e l o p m e n t  o f  t h e o r i e s  o f  
h u m a n  c o m m u n i c a t i o n  w h i c h  c a n  b e  a p p l i e d  i n  t h e  r e a l  w o r l d .
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Appendix A
T h e  c o d i n g  s c h e m e  w a s  b a s e d  o n  C o n v e r s a t i o n a l  E x c h a n g e  A n a l y s i s  ( C E A )  
d e v e l o p e d  b y  T h o m a s ,  B u l l  a n d  R o g e r  ( 1 9 8 2 ) .  F u l l  d e t a i l s  o f  t h e  s c h e m e  a r e  
g i v e n  i n  T h o m a s ,  A . P . ,  B u l l ,  P .  a n d  R o g e r ,  D .  ( 1 9 8 2 ) ,  C o n v e r s a t i o n a l  E x c h a n g e  
A n a l y s i s ,  S u p p l e m e n t a r y  p u b l i c a t i o n  n o .  S U P  5 0 1 0 - 0 9 6  ( 2 6  p a g e s ) .  T h i s  
d o c u m e n t  i s  a v a i l a b l e  f r o m  T h e  B r i t i s h  L i b r a r y ,  B o s t o n  S p a ,  Y o r k s h i r e ,  U . K .
T h o m a s  e t  a l  r e p o r t  a n  o v e r a l l  r a t e  o f  3 . 9 3 %  i n t e r - o b s e r v e r  e r r o r  f o r  t h e  a c t  
d i v i s i o n  r u l e s  a n d  a  C o h e n ’ s  k a p p a  o f  0 . 9 6 9  ( p < 0 . 0 0 1 )  ( C o h e n ,  1 9 6 0 )  f o r  
o b s e r v e r s '  r a t i n g s  o f  t h e  A c t i v i t y  c a t e g o r y  ( T h o m a s ,  B u l l  a n d  R o g e r ,  1 9 8 2 ,  
p l 5 2 )
A c t s
A n  a c t  i s  d e f i n e d  a s  a  s i n g l e  t h o u g t h  o r  i d e a .  T h e  t r a n s c i p t  d i v i s i o n  r u l e s  
g i v e n  i n  T h o m a s ,  B u l l  a n d  R o g e r  ( 1 9 8 2 )  w e r e  f o l l o w e d  i n  a m b i g u o u s  c a s e s .
I n  t h e  f o l l o w i n g  e x a m p l e s  s i n g l e  t h o u g h t s  o r  i d e a s  w i l l  b e  b o u n d e d  b y  a  b a c k ­
s l a s h  ( / ) .
S u m m a r y  o f  A c t i v i t y  c a t e g o r i e s  
G I V E
O f f e r  r e f e r s  t o  s p e e c h  w h i c h  i n i t i a t e s  c o n v e r s a t i o n  b y  i n t r o d u c i n g
i n f o r m a t i o n ,  o p i n i o n s  e t c .
e . g .
( a )
C a l l e r  T h e r e ’ s  a  f i r e  a h /
( b )
C a l l e r  M y  n e s t  d o o r  n e i g h b o u r ' s  k i t c h e n ' s  o n  f i r e /
R e p l y  r e f e r s  t o  s p e e c h  t h a t  i s  m a d e  b y  t h e  o t h e r  p e r s o n  i n  d i r e c t
r e s p o n s e  t o  a  r e q u e s t ,  w h e r e  t h e  i n f o r m a t i o n  a s k e d  f o r  i s  g i v e n
( a )
O p e r a t o r  W h a t  n  d i s t r i c t  d o e s  t h a t  c o m e  u n d e r /
C a l l e r  S t  P a u l ' s  C r a y /
APPENDIX A CODING SCHEME FOR SPEECH ACTS
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Insult
M a n d
T h r e a t
P h a t i c
O p e n
C l o s e
S O L I C I T
( b )
O p e r a t o r  W i l l  t h e  p u b  c a t c h  l i g h t  a s  w e l l  a s /
C a l l e r  N o  i t  w o n ' t  l o v e  /
r e f e r s  t o  a c t s  t h a t  a r e  v e r b a l l y  a b u s i v e
( a )
W h y  d o n ' t  y o u  p u s h  o f f ? /
( b )
Y o u  r a t /
B o t h  f r o m  T h o m a s  e t  a l  ( 1 9 8 2 )
r e f e r s  t o  s p e e c h  t h a t  h a s  t h e  f u n c t i o n  o f  a s k i n g  f o r  a n  a c t i o n  t o  
t a k e  p l a c e  a n d  i s ,  t h e r e f o r e ,  a n  a t t e m p t  b y  t h e  s p e a k e r  t o  g e t  t h e  
l i s t e n e r  t o  d o  s o m e t h i n g  
( a )
O p e r a t o r  Y e a h /  l i s t e n /  h a v e  y o u /  l i s t e n /
i s  a  s p e c i a l i s e d  f o r m  o f  m a n d  b y  w h i c h  t h e  s p e a k e r  c o m m i t s  
h i m s e l f  t o  s o m e  c o u r s e  o f  a c t i o n ,  c o n d i t i o n a l  o n  t h e  l i s t e n e r  
d o i n g  o r  n o t  d o i n g  a  s p e c i f i e d  a c t i o n
( a )
I f  y o u  d o n ' t  c o m e  I ' l l  b e  r e a l l y  u p s e t /
( b )
H o l d  t h a t  o r  I ' l l  s p i l l  m y  t e a  o n  y o u /
( T h o m a s  e t  a l ,  1 9 8 2 )
i n t r o d u c i n g  i n f o r m a t i o n  t h a t  i s  c o n v e n t i o n a l  a n d  r i t u a l i s e d  
O p e r a t o r  D i s t r i c t . /  w h a t  d i s t r i c t  i s  t h a t ? / . . . H e l l o ?
r i t u a l i s e d  s p e e c h  u s e d  t o  o p e n  a  c o n v e r s a t i o n  
O p e r a t o r  H e l l o  f i r e  b r i g a d e /
r i t u a l i s e d  s p e e c h  u s e d  t o  c l o s e  a  c o n v e r s a t i o n  
O p e r a t o r  B e  t h e r e  s h o r t l y /
C a l l e r  B y e /
O p e r a t o r  B y e  b y e /
N o t e :  D i s t i n g u i s h i n g  b e t w e e n  p h a t i c  a n d  c l o s e  p r o v e d  t o  b e  
d i f f i c u l t ,  p a r t i c u l a r l y  f o r  a c t s  s u c h  a s  " B e  t h e r e  s h o r t l y " .
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R e q u e s t  r e f e r s  t o  s p e e c h  i n  w h i c h  a  p e r s o n  i s  a c t i v e l y  a s k i n g  f o r
i n f o r m a t i o n
O p e r a t o r  Y e h /  w h a t  r o a d  d o  y o u  w a n t  u s  t o  c o m e  t o ? /
Q u e r y  r e f e r s  t o  s p e e c h  i n  w h i c h  a  p e r s o n  a s k s  a b o u t  i n f o r m a t i o n
a l r e a d y  i n  t h e  p u b l i c  d o m a i n  
O p e r a t o r  I t ' s  d e f i n i t e l y  M i t c h a m  i s  i t  n o t /
a  r e q u e s t  t o  h a v e  s p e e c h  r e p e a t e d  
C a l l e r  P a r ' n ? /
A C K N O W L E D G E
A c k n o w l e d g e  s u b s u m e s  t h e  a c k n o w l e d g e ,  c o n s e n t ,  r e a c t i o n  a n d  l i s t e n e r  
r e s p o n s e s  c a t e g o r i e s  a n d  r e f e r s  t o  p o s i t i v e  o r  n e u t r a l  
a c k n o w l e d g e m e n t  o f  t h e  o t h e r  p e r s o n ' s  s p e e c h  
O p e r a t o r  A n d  i t ' s  r e a r  o f  t h e  p u b  i s  i t ? /
C a l l e r  T h a t ' s  r i g h t /
M o d i f y  r e f e r s  t o  r e f l e c t i o n ,  d i s a g r e e m e n t ,  n e g a t i v e  e v a l u a t i o n  o r  a  
s u g g e s t e d  c h a n g e  t o  w h a t  t h e  o t h e r  s p e a k e r  h a s  s a i d .
( a )
O p e r a t o r  A n d  i t ' s  n o w h e r e  n e a r  t h e  p u b  i s  i t ? /
C a l l e r  I t ' s  r i g h t  b e s i d e  t h e  p u b  l o v e /
( b )
O p e r a t o r  I t ' s  d e f i n i t e l y  M i t c h a m  i s  i t  n o t /
C a l l e r  Y e h  i t ' s  B e d d i n g t o n
C o r n e r /
F a l s e  s t a r t s  r e f e r s  t o  a t t e m p t s  a t  s p e e c h  a c t s  w h i c h  a r e  a b a n d o n e d .
T e s t  o f  t h e  r e l i a b i l i t y  o f  t h e  c o d i n g  s c h e m e
T o  t e s t  t h e  r e l i a b i l i t y  o f  t h e  c o d i n g  s c h e m e  a  s a m p l e  o f  1 1  c a l l s  w e r e  e x a m i n e d  
b y  a  s e c o n d  c o d e r .  T h e s e  c a l l s  w e r e  n o t  c h o s e n  r a n d o m l y  b u t  s o  t h a t  t h e y  
f i l l e d  o n e  o f  t w o  c r i t e r i a .  E i t h e r  t h e y  h a d  p r e s e n t e d  d i f f i c u l t i e s  f o r  f i r s t  c o d e r  
o r  t h e y  c o n t a i n e d  e x a m p l e s  o f  t h e  m o r e  u n u s u a l  a c t s ,  w h i c h  m i g h t  n o t  h a v e  
a p p e a r e d  i n  a  r a n d o m  s a m p l e .
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T h e  s e c o n d  c o d e r  s t u d i e d  t h e  e x p l a n a t i o n  o f  t h e  a c t s  p r e s e n t e d  a b o v e ,  
t o g e t h e r  w i t h  t h e  o r i g i n a l  c o d i n g  s c h e m e  i n s t r u c t i o n s  ( T h o m a s ,  A . P . ,  B u l l ,  P .  
a n d  R o g e r ,  D . ,  1 9 8 2 ) .  N o  f u r t h e r  t r a i n i n g  w a s  g i v e n ,  a s  t h i s  w a s  s e e n  a s  a  t e s t  
o f  t h e  w r i t t e n  c o d i n g  p r o c e d u r e .  T h e  i n t e r a c t i o n s  w e r e  c o d e d  u s i n g  b o t h  
t r a n s c r i p t s  a n d  t a p e s .  A l l  m a r k i n g s  o f  i n t o n a t i o n  w e r e  r e m o v e d  f r o m  t h e  
t r a n s c r i p t s  s o  t h a t  t h e  s e c o n d  c o d e r  c o u l d  m a k e  h e r  o w n  j u d g e m e n t s .
O n c e  t h e  c o d i n g  w a s  c o m p l e t e  t h e  t w o  s e t s  o f  r e s u l t s  w e r e  c h e c k e d  f o r  
d i s c r e p a n c i e s .  A s  t h e  s e c o n d  c o d e r  h a d  r e c e i v e d  n o  f o r m a l  t r a i n i n g ,  a  f i r s t  
c h e c k  w a s  m a d e  b y  s i m p l y  r e f e r r i n g  e a c h  i n s t a n c e  o f  d i s a g r e e m e n t  b a c k  t o  t h e  
w r i t t e n  i n s t r u c t i o n s .  T h e  r e m a i n i n g  d i s a g r e e m e n t s  a n d  t h e i r  r e s o l u t i o n  a r e  
o u t l i n e d  b e l o w .  T a b l e  A l  b e l o w  p r e s e n t s  a  c r o s s  t a b u l a t i o n  o f  t h e  t w o  s e t s  o f  
r a t i n g s .  T h e  c a t e g o r y  ' M i s s i n g '  i n d i c a t e s  a  d i s c r e p a n c y  i n  t h e  c o d i n g  o f  t h e  
n u m b e r  o f  a c t s .  R a t i n g  o f  t h e  n u m b e r  o f  s p e e c h  a c t s  w a s  t h e r e f o r e  i n c l u d e d  
i n  t h e  o v e r a l l  m e a s u r e  o f  i n t e r - r a t e r  r e l i a b i l i t y  a s  w e l l  a s  t h e  c o d i n g  o f  s p e e c h  
a c t  t y p e s .  A  C o h e n ' s  k a p p a  o f  0 . 9 1  w a s  f o u n d  f o r  i n t e r - r a t e r  r e l i a b i l i t y  b a s e d  
o n  t h i s  d a t a .
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Table A
Open Off Rep Mand Req Query ? Ack Mod F St Close Phatic Miss
Open 21
Offer 52 1
Reply 39 2
Mand 1 1
Request 1 52 1
Query 11 3
? 9
Ack 1 1 2 101 1 4
Modify 1 1 3
False st 6 2
Close 37
Phatic 1 3
Missing 1 1
C a s e  1 :  C o d i n g  o f  q u e s t i o n s  a s  P h a t i c s
T w o  e x a m p l e s  a r e  g i v e n  b e l o w  w h e r e  t h e r e  w a s  d i s a g r e e m e n t  o n  t h e  c o d i n g  
o f  p h a t i c s .  T h e  d i s t i n c t i v e  a s p e c t  o f  p h a t i c s  i s  t h a t  t h e y  a r e  c o n v e n t i o n a l ,  
r i t u a l i s e d  u t t e r a n c e s .
C a l l e r  I  w o n d e r  i f  y o u  c a n  h e l p  m e  /  I ' v e  s e t  m y  g r i l l  o n  ( f i r e )
T h e  f i r s t  a c t  w a s  i n i t i a l l y  c o d e d  a s  a  R e q u e s t  b u t  w a s  c o d e d  b y  t h e  s e c o n d  c o d e r  
a s  a  P h a t i c  o n  t h e  b a s i s  t h a t ,  a l t h o u g h  t h i s  d o e s  n o t  i n t r o d u c e  i n f o r m a t i o n  t h e  
p h r a s e  i s  c o n v e n t i o n a l  o r  r i t u a l i s e d .  T h e  i n i t i a l  c o d i n g  a s  a  r e q u e s t  a s s u m e d  
t h a t  t h e  q u e s t i o n  w a s  n o t  s t r i c t l y  r h e t o r i c a l  a s  i t  c o u l d  b e  a n s w e r e d  a n d  i s  
s e e k i n g  a n  a f f i r m a t i v e  a n s w e r  f r o m  t h e  o p e r a t o r .  T h e  c o d i n g  a s  a  P h a t i c  i s  
p r o b a b l y  m o r e  c o r r e c t ,  h o w e v e r ,  a s  t h e  p h r a s e  c a n  b e  c o n s i d e r e d  a  ' f i l l e r '  
b e f o r e  t h e  m a i n  p a r t  o f  t h e  c a l l e r ' s  s p e e c h .
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T h i s  w a s  c o d e d  b y  t h e  f i r s t  r a t e r  a s  a n  O p e n .  T h e  s e c o n d  r a t e r  c l a s s i f i e d  " c a n  I  
h e l p  y o u "  a s  a  r e q u e s t .  O n  t h e  b a s i s  o f  t h e  e x a m p l e  a b o v e  t h i s  s h o u l d  b e  a  
p h a t i c  a n d  i n  t h i s  c a s e  a  p h a t i c  w h i c h  o p e n s  t h e  c o n v e r s a t i o n ,  t h e r e f o r e  a s  a n  
O p e n .  A s  s u c h  t h e  u t t e r a n c e  s h o u l d  s t a n d  a s  o n e  O p e n .
C a s e  2  F a l s e  s t a r t s  a s  s p e e c h  e r r o r s  o n l y
O p e r a t o r  Y e h  /  w h i c h  r o a d
O p e r a t o r  Y e h  / b u t  w h a t  i s  i t  w h a t  i s  o n /  y e h
B o t h  o f  t h e s e  w e r e  i n i t i a l l y  c o d e d  a s  R e q u e s t s  b u t  a s  a  f a l s e  s t a r t s  b y  t h e  s e c o n d  
c o d e r .  I n  t h e  s e c o n d  c a s e  i t  i s  c l e a r  f r o m  t h e  c o n t e x t  t h a t  t h e  o p e r a t o r  i s  a s k i n g  
w h a t  i s  o n  f i r e .  I n  b o t h  c a s e s  t h e  s p e a k e r  s t o p s  b e c a u s e  o f  i n t e r r u p t i o n ,  n o t  
b e c a u s e  t h e  a c t  h a s  b e e n  a b a n d o n e d .  I n  t h e  f i r s t  c a s e  t h e  a c t  s t a n d s  a s  a  
c o m p l e t e  R e q u e s t ,  e v e n  w i t h  i n t e r r u p t i o n .  T h e r e f o r e ,  a s  a  f a l s e  s t a r t  i s  a  t y p e  
o f  s p e e c h  e r r o r ,  i t  w a s  a g r e e d  t h a t  t h e  c o d i n g  a s  R e q u e s t s  s t a n d ,  a n d  t h e  
i n s t r u c t i o n s  f o r  f a l s e  s t a r t s  a m e n d e d  s o  t h a t  o n l y  s p e e c h  e r r o r s  a r e  c o u n t e d  a s  
s u c h .
C a s e  3  A c k n o w l e d g e m e n t s  b e i n g  m o r e  t h a n  a  f e w  w o r d s
O p e r a t o r  Y e s  O I <  s o  a c t u a l l y  c r e e p e r s  a l i g h t  o n  t h e  h o u s e
C o d e d  a s  t w o  a c t s  b y  t h e  s e c o n d  c o d e r ,  a n  a c k n o w l e d g e  f o l l o w e d  b y  a n  O f f e r .
I t  w a s  a g r e e d  t h a t  a s  n o  i n f o r m a t i o n  i s  i n t r o d u c e d  h e r e ,  t h i s  b e i n g  a  s u m m a r y  
o f  w h a t  t h e  c a l l e r  h a s  j u s t  t o l d  t h e  o p e r a t o r ,  t h i s  t u r n  i s  a n  a c k n o w l e d g e m e n t  
o f  t h e  c a l l e r ' s  p r e v i o u s  s p e e c h .
C a s e  4  U s e  o f  i n t o n a t i o n  t o  d i s t i n g u i s h  b e t w e e n  Q u e r y  a n d
A c k n o w l e d g e .
Operator Hello fire brigade can I help you
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C a l l e r  . . a t  t h e  M a s k a l  c l o s e  a t  t h e  b a c k  o f  t h e  g a r a g e s  t h e r e ' s  a
m o t o r c y c l e  o n  f i r e  a n d  t h e  p e t r o l  i s  g o i n g  a l l  a c r o s s  t h e  r o a d  
O p e r a t o r  T h a t ' s  M a t c h v a l  c l o s e
O p e r a t o r  . . . . . a n d  w h a t  d i s t r i c t  i s  i t  t h e r e
C a l l e r  A m  T u l s e  H i l l
O p e r a t o r  T u l s e  H i l l
T w o  o p e r a t o r  u t t e r a n c e s  w e r e  c o d e d  a s  A c k n o w l e d g e m e n t s  b y  t h e  f i r s t  c o d e r  
a n d  a s  Q u e r i e s  b y  t h e  s e c o n d .  T h e  d i f f e r e n t  i n t e r p r e t a t i o n s  w e r e  b o t h  b a s e d  
o n  i n t o n a t i o n .  Q u e r i e s  a r e  d i s t i n g u i s h e d  b y  a n  i n t e r r o g a t i v e  i n t o n a t i o n ,  
u s u a l l y  a  r i s i n g  p i t c h  a t  t h e  e n d  o f  t h e  u t t e r a n c e .  T h e  r a t e r s  c o u l d  n o t  a g r e e  
o n  t h e  p i t c h  m o v e m e n t .  T h i s  p r o b l e m  c a n  o n l y ,  t h e r e f o r e  b e  r e s o l v e d  b y  
u s i n g  a  t h i r d  r a t e r .  H o w e v e r ,  t h e  p r o b l e m  o n l y  o c c u r s  i n  t h e s e  i n s t a n c e s  o f  
p a r t  o f  t h e  c a l l e r ' s  u t t e r a n c e  b e i n g  r e p e a t e d  b y  t h e  o p e r a t o r .
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T h e  f o l l o w i n g  a r e  f i v e  e x a m p l e  t r a n s c r i p t s  t a k e n  f r o m  t h e  c o r p u s .  T h e y  h a v e  
b e e n  c h o s e n  r a n d o m l y .  I n  e a c h  c a s e  p a r t s  o f  t h e  a d d r e s s  a n d  t e l e p h o n e  n u m b e r  
h a v e  b e e n  r e m o v e d  a n d  r e p l a c e d  b y  c a p i t a l  l e t t e r s  o r  t h e  n u m b e r s  o n e ,  t w o  a n d  
t h r e e .
APPENDIX B: EXAMPLE TRANSCRIPTS
C a l l  2 / 9  -  S p e c i a l  s e r v i c e s  -  O p e r a t o r  f e m a l e  -  C a l l e r  f e m a l e
o H e l l o  f i r e  b r i g a d e
c H e l l o  y e s  c a n  y o u  s e n d  s o m e b o d y  d o w n  t h e  e h  X X X X  E s t a t e  Y Y Y Y  
H o u s e  t h e r e ' s  s o m e b o d y  c a u g h t  i n  t h e  l i f t
o Y e h  w h a t  h o u s e ?
c A h  Y Y Y Y  i t ' s  t h e  s e c o n d  b l o c k  i n
o Y e h  w h a t  r o a d  d o  w e  c o m e  t o ?
c E h  r o a d  i s  K i d b r o o k  P a r k  R o a d
o Y e h  a n d  a  r o a d  t h a t  c o m e s  o f f  K i d b r o o k
c O h  a h  C a m b e r t  W a y
o .  Y e h  i s  i t  a c t u a l l y  i n  C a m b e r t  W a y ?
c Y e s
o I t  i s  a n d  t h a t  S  E  w h a t ?
c Y e s  A h  p a r d o n ?
o T h a t ' s  S  E  w h a t .  w h a t  p a r t  o f  L o n d o n  i s  i t ?
c O h  S  E  t h r e e  n i n e  Y  D
o Y e h  o k a y  t h e n  w e ' r e  o n  t h e  w a y
c O n l y  i s  a h  i n  t h e  a h  i n  t h e  R o n a l d  H o u s e  t h e  s e c o n d  b l o c k  i n
o Y e h  o k a v  t h e n  w e ' r e  o n  t h e  w a v  t h a n k  v o u
c O k a v  v e h  B v e  b v e
BI
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Call 13/30 - Fire - Operator female - Caller female
c H e l l o
o F i r e  b r i g a d e
c F o r t y  f i v e  X X X X X  R o a d  N e w  M a l d e n  t h e r e ' s  a  c a r  o n  f i r e  i n  t h e  
d r i v e
o F o r t y  f i v e  w h a t  r o a d ?
c X X X X X  R o a d  N e w  M a l d e n
o H a  H o w  d o  y o u  s p e l l  t h a t ?
c X X X X X
o X X X X X  D r i v e ?
c R o a d
o O h  r o a d  N e w  M a l d e n ?
c Y e h  W i n  ( . . . . . . . . . . )  c h u r c h  i s  o n  t h e  c o r n e r
o .  A l r i g h t  w h a t ' s  t h e  m a i n  r o a d  n e a r  t h e r e ?
c . .  I t ' s  t h e  f o u r t h  c o m i n g  u p  f r o m  t h e  f o u n t a i n
o Y e h  w h a t ' s  t h e  n a m e  o f  t h e  m a i n  r o a d  t h e r e ?
c T h e  M a l d e n  R o a d
o O k a y  t h e n  w e ' l l  b e  a l o n g  t h a n k  y o u  b y e  b y e
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Call 15/23 - Fire - Operator male - Caller child (male)
o F i r e  b r i g a d e
B T S p e a k  u p
C Y e s  h e l l o  a m  t h e r e ' s  a  f i r e  a t  n u m b e r  e i g h t e e n  X X X X X X  C l o s e
O H o w ' s  t h a t  s p e l t
C a m  o h  X  X  X  d o u b l e  X X I  t h i n k
O X X X X X X  C l o s e ?
C X X X X X X  c l o s e  y e h  b y  H a z e l  G r o v e
O Y e h H a z e l  G r o v e
C A n d  a h  w e l l  A d l i n g t o n  G r o v e  t h a t  a r e a
O Y e h  a n d  w h a t  d i s t r i c t  i s  t h a t
C S o r r y ?
O W h e r e ' s  t h a t  w h a t  d i s t r i c t
C I t ' s  S v d n e h a m  S  E  t w e n t y  s i x
O S  E  w h a t ' s  t h e  p h o n e  n u m b e r  y o u ' r e c a l l i n g  f r o m ?
C O n e  t w o  t h r e e  s i x  o h  t h r e e  n i n e
o s i x  o h  t h r e e  n i n e ?
c Y e h
o Y e h  a n d  w h a t ' s  o n  f i r e  e x a c t l y
c I  d o n ' t  k n o w  t o  b e  q u i t e  h o n e s t  t h e r e  
s h e ' s  s t a n d i n g  k i n d a  h e l p l e s s
a  a h  o l d  l a d y  a m  t h e r e  a n d
o Y e h O k a y  w e ' r e  o n  t h e  w a y
c T h a n k s  a  l o t
c B y e  b y e
Bil l
on
on
 
o 
no
 
n
o
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C a l l  1 7 / 1 1  -  F i r e  -  O p e r a t o r  m a l e  -  C a l l e r  m a l e  
H e l l o  f i r e  b r i g a d e  s p e a k i n g
Y e h  h e l l o  I ' v e  j u s t  w a l k e d  p a s t  a  p o s t  b o x  i n  B o u r n e  W a y  i n  H a y e s  
a n d  i t ' s  a m  a l i g h t  t h e r e ' s  a  f i r e  i n s i d e  i t  
A h  y o u  s a y  B o u r n e  W a y
Y e h  i t ' s  a m  h a l f  w a y  d o w n  B o u r n e  W a y  a b o u t  h a l f  w a y s  b e t w e e n  
a m  T y p i g s  L a n e  a n d  H a y e s  S t a t i o n  A p p r o a c h  
Y e a h  l o v e l y  w e ' v e  a d  a  c a l l  t o  i t  w e ' l l  s h o u l d  b e  t h e r e  a n y  s e c o n d  
n o w  a n y w a y  a i r
O k a y ?
A l r i g h t  t h a n k s  f o r  c a l l i n g  
B y e
B y e  b y e
BIV
Appendix B
Call 40/16 - Fire - Operator male - Caller male
c K i t c h e n  u p  i n  s m o k e
B T G o  a h e a d
O H e l l o  f i r e  b r i g a d e  s p e a k i n g
C ( c o u g h  c o u g h )  M e  k i t c h e n ' s  o n  f i r e  ( c o u g h )  e m  ( c o u g h )
O W h a t ' s  v o u  a d d r e s s ?
C ( c o u g h )  T h i r t y  f i v e  X X X X X X X  R o a d
O W h a t  r o a d ?
C X X X X X X X  X  X  d o u b l e  X X X X  X X X X X X X  R o a d  W e s t  N o r w o o d  s o u t h  
e a s t  t w e n t y  s e v e n
O .  X X X X X X X  R o a d  S o u t h  e a s t  t w e n t y  s e v e n  t e l e p h o n e  n u m b e r  y o u ' r e  
c a l l i n g  f r o m  p l e a s e
C S o r r y ?
O Y o u r  t e l e p h o n e  n u m b e r
C I t ' s  ( c o u g h )  o n e  t w o  t h r e e  f o u r  e i g h t  o n e  f o u r
O F o u r  e i g h t  o n e  f o u r
C Y e h
O W h a t  e n d  o f  X X X X X X X  R o a d  i s  i t
C A h  ( — - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - )
O A l r i g h t  w e ' v e  g o t  t h e  r o a d  a l r i g h t  w e ' l l  b e  d o w n  b v e  b v e
C I  c a n ' t  b r e a t h
